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CHAPTER 1 

 

INTRODUCTION 

1.1Background of the Study 

In hospitality industry, internship program represents the best way to connect theoretical 

knowledge to work experience. It is a way to experience real working situations and apply 

scholarship knowledge as no books could ever replace the real experience. The internship offers 

the opportunity to cumulate experience during the studies which is a real advantage once the 

students will be graduated and enter in the labor world. During their training courses, students 

will have the possibility to meet new people, learn from them and find out if they are willing to 

choose their careers inside the hospitality industry.  

The interns are generally students who are studying about the hospitality industry and 

who would like to integrate the labor world. They are working in a temporary position in order to 

learn the skills and the automatic reflexes of their "job". Interns can be high school, college or 

university students or simply people looking for a new direction in their careers. Internships are 

usually a part of the studies in order to gain credits or simply a chance for the students to have 

opportunity to gain experience and create contacts in their future job fields. The University 

students and the post graduate students are generally looking for managerial jobs which will help 

them to preview their future career path and learn the required skills of a management position. 

High School and college students will make their internship, for most of them, in the low level 

tasks in order to make their first step inside the hospitality business. Interns represent a cheap or 

even free workforce (qualified or non-qualified) to the employers and that is why interns are very 

much sought-after. Some of the interns may find, once they are graduated, jobs in companies they 

interned as they will need little to no training before being operational and efficient on the field. 

The internship is a real opportunity to match the theoretical experience to the real life one 

as nothing could ever replace the real situation. It allows them to learn the wheels of hospitality 

business as they will learn the particularities of this industry, the right attitudes, and the right 

reflexes which are required skills to work in the hotel industry. Internship is also one of the best 

ways to choose a career path and to learn about a field they may choose after they graduate. 
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The main aspect of the internship program is to provide the opportunity to apply all the 

theoretical knowledge the trainees might have learn at school as it is impossible to overview all 

the case scenarios in classroom, the trainees will have the possibilities to learn how to react 

according to the situation.   

Before work on the field, the trainees will have to pass through the theory integration. 

The theory integration is the first part of the training program. This part is really similar to the 

theoretical knowledge from the classroom and is necessary in order to describe the job and the 

tasks the company is expecting from the trainee. The theory integration will provide the trainee all 

the information’s which are required to know in order to work efficiently. 

Naturally any internship requires passing through a critical process which is the selection 

of qualified student trainees. All the benefits that could spring from an internship, in both 

organizations and trainees ways, could occur if and only if the students who will participate the 

internship are qualified and efficient enough. The trainees will be temporarily a part of the 

organization and will represent its values and qualities and that is why their behaviors have to be 

beyond reproach as they could affect the business quality in both positive and negative ways. The 

selection have to made conscientiously by the organizations which will host the internship and to 

do so, organizations have several tools and process which will help them to aim the most 

qualified candidates. As Scholarly and Lockyer (2004) said, most of the best practices can only 

work if they are correctly applied and continuously improved.  

1.2Statement of Problem 

The Learning & Development division is a part of Human resources department, Learning 

& Development manager and coordinator jobs are to find student trainees and create training 

courses. As I had been working in learning  & development during my internship, I could noticed 

that they did not have the student trainees recruiting flow chart which is the perfect tool to describe 

the wheels of the recruitment processes and how they interact which each others. In order to master 

selection process, it is important to understand how the selection processes are set up, which 

processes can be classified as operational or strategic. Moreover, they did not have the documents 

of student trainee qualifications. The previous process of selecting student trainees was usually 

made by filling up an application form and interview with the head department. There were no any 

other tests and most of the English tests clearly needed to be updated and these lacks made the 
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trainees process ineffective. The lack of quality in the selection makes the organization face the 

problem of having non-qualified students trainees performing in real situation. They will not be able 

to work effectively in their respective department as they don’t have thorough knowledge and the 

personality required to work on the field. It also means that once they will have to perform their 

duties, they will not be efficient and the real staff will have to handle them. It brought into my 

intention to sort this situation out by implanting a student trainee process, an appropriate English 

test and to create any suitable other tests that would match the company requirements. 

1.3Purpose of the Study 

1. To select appropriate student trainees in accordance with hotel and help the company 

to get the best quality student trainees who are qualified and profitable in any department. 

2. To find out the problems which usually occur and affect the organization by 

employing student trainees? 

3. To find out how important selection process steps are. 

1.4Significance of the Study 

  This research will help to develop and have brighter idea of the selection process and will 

benefit to the following: 

            1. Human resources departments to help them to create and organize efficient selecting 

process in order to select the best candidates. 

2. Future trainees helping them to take into consideration the importance of the selecting 

process and the necessity to prepare themselves before enter the trainee's world.  

3. Future Researchers this study will serve as a reference and guide future researcher. 

1.5Limitation of the Study 

Regarding the topic, the methods, the context and the materials, several limitations has 

been encountered during the study: 

1. The managers' lack of consideration regarding the enrollment process, especially in 

sector as Food and Beverage, which are looking for workforces and privileging the 

number over the quality. 

2. Interviews where used on this research in order to collect information from the 2 

operation departments and Human resource department as it directly concerns the 

selection process chose as representing. As interview are not anonymous, the truthfulness 
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of the answers can always be questionable as it is rare to see the decision-making level 

accepting deliberately their gaps concerning the enrollment process and its 

consequences.  

1.6 Scope of the Study 

The research will help the management to have a better understanding of the selection 

process by emphasizing the main qualification/skills that a student trainee should process. With a 

better understanding comes a greater capacity to target theses skills and will lead to an 

optimization of the selection. 

1.  The interview been realized at the Amari Watergate Bangkok, a 5 starts hotel located 

in the center business area of Bangkok at Petchaburi Road. 

2. The researcher decided to interview 3 different departments. 2 departments 

representing the operation side of the hotel industries which are the Front office 

department and Food & Beverage department. Human Resource department had been 

chosen as it directly concerns the selection process. 

3. For Front office department 2 persons have been chosen, Front Office manager and 

Assistant reservation manager. For the Food & Beverage department 2 persons have been 

chosen Food & Beverage director and Restaurant Manager. Concerning the Human 

Resource department 2 persons have been chosen Human Resource director and Learning 

& Development manager. The Front Office and Food & Beverage have been chosen as 

these 2 operation departments are the most representative due to their high number of 

student trainees. The Human Resource has been chosen as it is the main actor of the 

selection process. 

4. The researcher had been working in Learning & Development division for observation 

from October 2013 – December 2014 for a total 3 months. The interview was gathered in 

March during the high season. 
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1.7 Research Question 

1. What are the qualifications that managerial levels expected from student trainees? 

2. What are the most important problems experienced when employing student trainee? 

3. How important selection process steps are?   

 

In the next chapter, the researcher have studied and analyzed previous researches in order 

to have a deeper understanding of the selections and its impact on organizations. 
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CHAPTER 2 

LITERATURE REVIEW 

2.1 Hospitality Human Resource Evolution 

The tourism and hospitality became the world’s largest employer regarding their high 

number of employees. The size of tourism industry, hospitality and leisure business is very huge 

comparing with others industries. The HRM has evolved through the history being influenced by 

the political, social and industrial relations changements.The evolution of our society led us to  

new management theories. In the 1940’s a new paradigm appeared called the HRM paradigm 

which is based onthe notion of  welfare of employee as welfare officers started to appears in 

companies organizations. From the 1970’s to 1990’s the focus was placed upon the quality and 

strategic outcomes of HRM based on the japanese approach of systems management of 

employees, working with the organization as a whole and helped to achieve considerable work by 

promoting a harmonious work culture and climate. Coming with the new millenium a new focus 

appeared in HR focusing on high performance worplaces. The individual talent is now targeted 

and slightly but surely changed the strategic of HR in terms of structure.The key themes are now 

the human capital and knowledge management for organizations.(Davison et al., 2011)   

In the future, as the technology will become an important part of human’s life and 

outsourcing play a more significant role, it may cause the disappearance of HRM. In contrast 

HRM might develop and adjust itself to become an important part of the organization Woods 

said.  The problems of different cultures of the management teams and owners are important 

issues in the big worldwide companies. The important keys in the development of HRM in 

hospitality are followed by skilled individual careers development, careers management and 

human resources role in managing the environment 24/7 and also include health and safety of 

employees (Davison et al., 2011). 

2.2 Tourism and Hospitality  

Tourism is an abstract notion as it is a complex industry with different products and 

services with mostly tourists as customers. The definition of the World Tourism Organization is 

the following: 
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 “Tourism comprises the activities of persons travelling to and staying in places outside their 

usual environment for not more than one consecutive year for leisure, business and other 

purposes.”  

                 Regarding the World Tourism Organization, tourism is the fastest growing sectors not 

only with direct income but also indirectly impact other sectors such as construction and retail. 

The hospitality business is a part of the tourism industry which can be describe as providing 

lodging or accommodation including food services to people when they are away from their 

homes. The hospitality can be divided in 2 segments, the lodging and the foodservice segment. 

The lodging includes hotels, conference centers, resorts, camps, parks and inns. The foodservice 

segment can also be divided in 2 different segments, the for-profit operations which regroup 

hotels, caterers, restaurants and retail operations. The second segment are not-for-profit 

organizations which regroup all food services offered by educational facilities , healthcare 

institutions, the military, business/industry organizations, religious and charitable groups, 

correctional facilities and transportation companies (Hayes and Ninemeier, 2009). 

  

2.3 Relationship between HR and Tourism specificities  

The tourism industry has specificities which directly impact the human resources 

strategy. The tourism industry generally offers several services at once and each of the modules 

represents the organization on equal proportions on that is why every service has to be beyond 

reproach to avoid negative impacts. This diversity leads to high requirements and expectations of 

every single employee in the tourism industry. Tourism is based on human services thus high 

quality services depends on the availability of quality workforces. The tourist activity is 

interconnected with different sectors such as retail sector (furniture and equipments) or 

agriculture which impact directly or indirectly the activity. These intercommunications between 

all these sectors means that employees need to must have general knowledge about theses various 

sectors to provide high quality services. The majority of tourism enterprises are either small or 

medium sized and consequently required flexibility, commitment and broad qualifications.(GTZ 

4115 and ghh-consult) Human resources must learn the particularities of the tourism sector in 

order to build their strategy of development. 
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2.3.1 HR Policy  

Most of people would think that the HR policies could be resuming by "rules" of 

organization but it is actually more than that. Of course the policies regroups bunch of rules 

which will be applied to the companies but they are more than that. If we would describe the 

policies in simple words, we would say that they represent what the business will do while the 

procedures are the way to do it. The panel of policies cover various aspect of the HR such "how 

the company will select employees", "grant employees vacation", "conduct performance 

evaluations" or even "terminate employees". Policies are also a way to secure the companies to 

prevent from law issues and that is why they have to cover all case scenarios (Hayes and 

Ninemeier, 2009) 

2.3.2 Strategy to Development of HR  

Strategy and planning are important components of the human resource management. 

Strategies help the organizations to aim their financial targets and achieve their organizational 

goals. It is important to first decide in which direction the company would like to go and its 

capability. Once the company has decided its position, a strategy can then be developed. The 

organization will then process to a gap analysis that determines the gap between what the 

company wants to go and where it is actually. 

The strategy has to follow different important points such as ensure that adequate human 

resources are available inside the organization. The human resources need to keep up with all the 

sectors that could impact the organization (economic, social, legislative and technological) and 

needs to remain flexible to prevent and anticipate future changes. As any strategy, HR strategy 

includes forecasting regarding the demand and supply needs of the organization. The forecasting 

will determine the aspect of the workforce necessary to achieve the goals of the company. The 

forecasting must also take into consideration the external environments and how they would 

impact the future strategy.(Strategic HR planning) 

2.3.3Human Resource and AEC  

To prepare for the liberalization of trade among ASEAN Community (AEC) in 2015, 

Human resources managements will have to be ready to handle the numerous changes that will be 

operated with the creation. In order to minimize the side effect, the 6 following steps are strongly 

advised to be followed. 
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First, develop the ability of employees to conduct business on a multinational level. (Global 

Competency) 

          Regarding the ability to conduct business on a multinational level, the first notion that we 

will think about will be about languages, which was originally focused on the language of the 

employees and English. Nowadays many organizations have started to focus on a 3rd language. 

The language notion, especially in ASEAN will be become even more important is the next few 

years. It is vital for the companies to start investing and focusing in the Global Competency 

linguistic part to help the business to be more efficient. The most basic factors that help to assess 

the readiness of the organization in this regard is the average TOEIC Score level / proportion of 

staff with language skills, with the ability to work overseas , etc. etc. 

In terms of the information technology IT Literacy is considered necessary because as it helps the 

business to go and react faster and offers infinite possibilities. With the correct abilities, some IT 

organizations can operate continuously and Business Continuity Plan: BCP is essential. Managers 

and employees need to have the ability and understanding of IT, which will allow the operations 

to get rid of the limited conditions of time and place. 

          Another important point is the ability of working with people of different cultures and 

people of different ages. With the incoming ASEAN these differences will be face every day and 

it important for the companies to learn among the diversity. 

Secondly, the business development capabilities of employees (Business Acumen Competency) 

In terms of talent development, employees with knowledge of the business will be 

valuable for the companies. In terms of research competencies are important in driving the 

business operations of the organization. The question is "it is possible to employees acknowledge 

and understand their own business at a high level?". The solution is to associate duties to support 

the strategy of the organization in order that employees could understand the business direction 

and strategy of the business as well as the highest executives. 

Third, rapid and appropriate staffs to develop a high capacity (Speed Learning) 

    In a fast and professional development, the staff’s capacity is high. Long ago in the 

development and training, many organizations focused on training and development in terms of 

input and processes, essentially with the goal of developing talent. The challenge of the 

organization is to develop the capacity of staffs. To determine the form of training and 
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development that would match the directions, organizations need in the future, in the next three 

years, to create scenarios in various levels such as the operational level / supervisors / 

management. The companies must have the ability to form and how to design development. The 

courses are required as a "must to know", not a "nice to know". In addition, organizations need to 

build tools to aid in the support the learning at the individual and organizational level whether the 

subject of E-Learning and Learning Passport is. For example the creation of a website is rapid and 

is more efficient that coaches when the number of person to teach is consequent. 

 Fourth, the administration provides cost (Manpower Utilization) 

          Of course, during operating under the competition, organizations need to focus on cost as 

well. In the future, the use of the workforces will have to be determined if it can be classified as 

essential or non essential to the company as manpower is an important cost to companies. They 

will have to determine what that is, what the Core Function Non-Core Function of which is a 

Non-Core. Regarding this fact, companies will turn to the outsource option which could prevent 

from the cost control problems.  

Fifth, creating an urgent awareness to employees (Sense of Urgency) 

          It is important to create an urgent awareness of all the changes that will occur in the next 

few years to employees at all levels .The issue is that there are many gaps in the organizations in 

Thailand. It is extremely rare to find employees with knowledge of the consequences of a 

common space such as the European Community for example. In 2015, it is important that 

organizations need to create awareness in this regard, communicate to employees by educating 

employees to understand all the incoming changes and the need to change the whole system, 

process capability, attitude, etc... Organizations need to have a clear direction in business. 

(Thongklanlaya,2012) 

  

2.4 Internship program 

Internship is an opportunity for student to gain experience from the real situations and in 

specific careers in the field of their study in a short period of time. This work experience might 

benefit to students to adapt them and to reduce the gap between theory and real life. Sometimes 

students might earn some money from internship or not as it is up to the company or the situation. 

In 1906 The University of Cincinnati was the first university to create internship program. The 
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purpose of the program was to help the college students who needed financial support of their 

education and because practicing is the most important way to learn in hospitality industry. E.M. 

Statler, was the first man who mentioned that the real world experience is needed for hospitality 

students. (Zopiatis, 2007)  

2.4.1Benefit of internship 

The students who are participating in internships have a better understanding and 

knowledge of the duties and tasks which are necessary in the industry. It improves their self-

confidence and develops the relevant skills necessary in their careers; it also helps them to create 

a network of contact with the help of the exposure to management activities which will be useful 

when they will enter in the working life. The main purposes are to apply the theoretical 

knowledge learned in classroom in the actual business setting and evaluate whether or not this 

career suits to their interest and personality (Zopiatis, 2007). 

The internship benefits to both hospitality properties and educational institutions which provides 

the students. It provides cheap workforces without any long-term employment obligations to 

institutions and a chance to educate the next generations of the industry leaders. 

The educational institutions have the opportunity to increase contact between the educators and 

the hospitality industry and may provide channels for testing the relevance of academic theories 

(Zopiatis, 2007).   

2.4.2 Problem 

During their internships, hospitality professionals fail to provide meaningful works to the 

interns. They rarely provide opportunities to experience supervisor positions and fail to provide 

them with an adequate organizational environment. The expectations of the students regarding the 

learning opportunities are not fulfilled. The second most important problem was the identification 

of the qualified interns by the hospitality professionals as it hard to detect the most competent 

students in order to provide them with responsible duties. (Zopiatis, 2007) 

The most important aspects of successful interns are a positive attitude, communication 

skills, human skills, and self-discipline and hospitality technical skills. In order to realize a 

successful internship it is important to involve the student as much as possible as the best way to 

learn is by making it personalized and can only be done if the learner is interested in the learning 

topic and tasks he has to accomplish. Professionals are agreeing to recognize that even if 
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internship is really important to the industry, it is hard to handle as they lack of time and 

resources to guide the internees through their internship. Regarding the situation the internee has 

no other choices than completely devote themselves to the internship practice while at the same 

time demonstrate a responsible attitude. It is clear that internship practices will continue to be an 

important part of the hospitality degree and that is why the educational institutions must tend to 

develop a triangular partnership between the industry, the students and themselves in order to 

form a relationship based intrinsic motivators and the common interests of the industry. (Zopiatis, 

2007)   

2.5 Recruitment and selection process 

 
Figure 2.5 Example of employee recruitment and selection process flowchart 

The recruitment is an important process for the personnel function of an internal 

organization as the personnel input will determine its performance. The importance to hire the 

quality people is to primary save budget and time as it is hard to compensate though training 

(Campbell and Sumners, 1995).To recruit right person will help to satisfy the organization’s 

needs (Palazzo and Kleiner, 2002). 

Selection activities include applications forms, interview, pre employment testing, 

background and reference checks. The selection process is the way of narrowing down the 

candidates applying for a job. Regarding the job requirement, the organization will select all 

potential applicants who could suit the profile of the job. The selection works in both ways as it 

also helps the candidates to determine if they are compatible with the job or the organization. The 

selection starts from the first contact of the candidates with the company, which could be phone 

call or when they drop of their resume. The company will then select the most suitable candidates 
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regarding their characteristic and experience to the step of the selection which is generally an 

interview (Christensen Hugues). The interviews nowadays exist in different ways and can be 

conduct in approach that allows a two-ways exchange of information such as telephone or video-

conference (Dessler and Turner, 1992).Testing is also part of the selection process which will 

help to check attitude and psychological disposition, aptitude, knowledge or even medical 

condition. The last step of the selection process is the reference checking for the candidates who 

succeeded all the previous stages (Christensen Hughes).  

 

Example of employee selection process flowchart 

 
Source: Human Resource management by Wiley 11th edition 

Figure 2.5 Example of employee selection process flowchart 

Candidates may go through many steps of this flowchart, but it might not be all the steps. Most of 

employers go through these steps when selecting employees. There are six main steps starting by 

initial screen, completed application, employee test, interview, background examination (if 

required) and medical checkup. 
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Another example of Selection Process Flowchart (Internal) 

 
Figure 2.5 Example of Recruitment Process Flowchart (Internal) 

Source: http://bzowy.wordpress.com/ 

 The flowchart of recruitment process (Internal) shows how the recruitment process 

should be followed by five main steps. First fill application form, second pre employment test, 

third interview with head department, fourth interview with HR head. If candidates pass all 

selection steps he/she will receive a job offer. This flowchart is quiet similar to the student trainee 

selection except that it does not require background examination and medical checkup. 

The benefit of employment recruitment flowchart 

- Helping the organization to clarify complex processes of employee selection. 

- It identifies process step by step.  

- It helps team members to have a better understanding of the process. 

- Standardize 

2.5.1 Application  

The application is a step that all candidates of the jobs have to get through. It is a 

document helping the organization to collect data about applicants. The advantage of application 
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forms over resume or CV is that application forms can be tailored to the job requirement and 

collect specific information. With the help of application, organization will have the possibility to 

compare easily information between the candidates (Boella, 1996). 

The document should not be complex and focus exclusively on job qualification (Hayes and 

Ninemeier, 2009). 

The application form will help the company to aim and shortlist candidates, the most 

suitable will then be asked process the next stage of the recruitment (Humphreys and Elvin). 

The short listing reduces considerably the likelihood of selecting non-relevant people for 

interview's (Torrington and Hall, 1998). 

2.5.2 Interview process  

  The interview process is the main step in the recruitment procedure and can often make 

a huge difference between failure and success. In order to find best employees, managers need to 

develop their skills of “how to find them” but most managers or business owners never had the 

opportunity to learn the keys of this procedure (selecting winners). Interviews can vary in their 

content but are always use to discover if the candidates have rather or not certain mandatory skills 

such as interpersonal skills, communication skills, and teamwork skills. The Interview is the best 

way to evaluate if the interviewee fits to the profile by responding to numerous questions which 

should be prepared in advance. Interviews are usually conducted face to face or over the phone. 

(Types of Employment Tests) 

Interview Process (selecting winners) 

- Have a detailed profile. The only way to find someone who suits the profile is to 

know exactly what the requirements for the position are, including the duties, the 

skills and behavior necessary for the job. 

-  Prepare Your Questions In Advance// Behavioral Interview. The questions 

have to be prepared in advance to prevent from missed information. It is important 

to have questions regarding every critical requirement and also provide case 

scenarios. The behavioral interview is a way to explore how the candidate will 

react regarding different situations which he could face in the job. The questions 

regarding the career of the interviewee have to be done in chronological order. 
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-  Ask Interviewee Questions In Order And Be Sure To Probe. The only way to 

make a broader opinion of the candidate is to gather as much information as it is 

possible. It is important to not hesitate to ask more questions if it is required as it is 

always better to have more information than not enough. 

-  Put The Person At Ease. To gather the much data as you can, it is important to 

put the person at ease and to not install a stressful atmosphere.  

- Control the Meeting. The interview has to be under control, it means that it must 

be done in the appropriate time. To reach that it is advised to prepare the questions 

as mentioned in part 2.  

- End on a Friendly Note. The interview is also a way to show off the human 

quality of you company. The interview has to be process with absolute respect as 

the candidate was already a part of your team. 

In conclusion interview is critical to the success of choosing the best employee and can avoid 

the company to face costly mistakes. 

Interviews advantages and disadvantages (Types of Employment Tests) 

o The interview has surely a lot of advantages regarding its way to seek 

information: 

- Interviews became an integrant part of recruitment process and are accepted by all the 

candidates. 

- It is a opportunity to face candidates and exchange information. 

- Give an opportunity to measure interpersonal skills. 

- Reduces business by targeting and identifying candidates with the needed skills 

- Are less likely to provide different results regarding gender and races than others tests. 

- Even thought interview is the best way to “check” and gather information from 

candidates, it is not exempted of disadvantages: 

- May be affected by interviewer’s mistakes. 

- More time consuming than other paper or computerized tests. 

- Can happen to be less useful when a too large number of candidates have to be 

interviewed. 
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- Lead to additional costs to train interviewers.  

- Is it hard to keep interviewers calibrated into the standardized process? 

- Candidates can fake their answers and reactions. 

2.5.3 Testing   

   Usually, tests are used to determine the suitability of the candidates applying for a job. 

Regarding their scores, it is possible to know if the applicants will suit to the profile and be 

economically viable for the company (Selecting Winners). 

  Tests are standard series of questions and problems that will help a company to check 

the knowledge, skills and abilities of participants. With the help of tests, it is possible to have an 

approximate view of the candidate suitability to the job. However, decision to hire an employee 

cannot only be based on tests and must be complete with other verifications such as interviews 

(Selecting Winners). One way that became common is the use of selection tests. They will 

determine if the candidates are able to cope with job requirements and their ability to work with 

others. The employee selection test can be defined in 2 separates kinds which are personality tests 

and attitude/ability tests (Employee selection test). 

 
Figure 2.5.3 Employee selection test 

The kind of tests will depend on the kind job they are made for. For example, jobs regarding 

information technology sector will have tests with a higher proportion of abstract reasoning 

questions while jobs which require handling figures on a day to day basis will have a broader 

proportion of numerical reasoning (Employee selection test). 
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- Language Ability Tests - These tests are based on language skills (mostly English) and 

are made to check language notion such as grammar, spelling and capacity to follow 

instructions (Employee selection test). 

-Numeric Ability Tests  - These tests are based on numeric ability such arithmetic, 

number sequences and basic math calculation. Some are more complex than others and 

can also include critical reasoning questions (Employee selection test). 

-Abstract Reasoning Tests - Tests based on logic and ability to solve and understand 

logic of a pattern and determine solution with visual strategy (Employee selection test). 

-Spatial Ability Tests - Tests based on spatial ability, to visualize shapes and manipulate 

shapes in space. Usually these tests are made to ask the candidate to manipulate shapes in 

2 dimensions or to represent and translate in 3 dimensions objects presented in 2 

dimensions pictures (Employee selection test). 

-Mechanical Aptitude Tests - These tests are made to determine the candidate 

knowledge regarding the physical and mechanical principles. (Employee selection test) 

-Data Checking Tests - These tests are made to determine how fast and accurately the 

candidate will be able to detect errors in the data. They are usually used in data input 

jobs. Work sample, sample of the work the candidate is applying for, can be used 

(Employee selection test). 

-Cognitive tests - The cognitive tests are made to measure ability of the candidate, 

memory, perceptual speed, accuracy to resolve problems. They are a way to assess 

mental abilities and capacity to solve problems related to a certain function or job by the 

help, for example, of arithmetic and reading comprehension (Types of Employment 

Tests). 

-Sample job tasks - These tests are based on job related situation, with the help of 

simulations, to assess performance an aptitude of the candidate on required tasks 

(Selecting Winners). 

-Job Knowledge Tests - The job knowledge tests are typically using multiple choice 

questions to assess the technical skill and knowledge of the candidates. As an example, 

questions can be related to basic accounting, Microsoft Office basics tasks or 

programming (Types of Employment Tests). 
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-Personality tests - Evaluate the personality and the traits of the candidates such as 

cooperativeness or safety (Selecting Winners). Personality tests are use to measure if the 

candidate has the mentality and the related behavior to success in the related work. The 

test will have the objective to assess personality traits such as interpersonal interaction in 

behavior in work environment (Types of Employment Tests).  

-Integrity tests -These tests are made to predict if the candidates will be a person of 

integrity and are likely to engage certain conduct (absenteeism, theft…) (Selecting 

Winners). 

2.6 Qualifications 

Hospitality sector is what we call a human business as it is based on services, and on the 

development of all staffs tending to high quality and skills in order to reach the full business 

potential. While it is true that the debate is still on regarding whether or not attitude and 

appearance can be considered as skill and how they can be trained (Warhust et al., 2004). The 

front office departments undertake an important place in the creation of the hotel image and 

reputation (Hai-Yan and Baum 2006). The service sector is flirting with the term of "product" as 

it not only the product itself that matters but also the way it is deliver to the customer. Successful 

organizations as Ritz-Carlton, Mariott or Disney have earned a strong reputation by recognizing 

the important role that the employees play in meeting customer expectations (Nickson et al., 

2005). 

2.6.1 Qualities 

-Flexibility In the service industry, the flexibility is an important criterion as hours in this sector 

are unpredictable. It is important to be adaptable as unexpected situations happen every day and 

lead to longer hours than a basic desk job. The flexibility can only be acquired through 

commitment (Hcareers.com, 2013). 

- Commitment In order to encounter success in the service industry, it is important to commit to 

it as employees have to be ready to do whatever it takes to fulfill guest satisfaction (Top 10 

Qualities of a Great Hospitality Employee, 2012). 

- Enthusiasm In order to give a good experience to the guests, it is necessary to be enthusiastic 

about working in this industry as it is not possible to communicate positive experience while 
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feeling uncomfortable or disappointed about the company (Top 10 Qualities of a Great 

Hospitality Employee, 2012). 

- Organized To always keep everything under control, organization will help to manage the 

multitasking duties required in the hospitality industry with success (Top 10 Qualities of a Great 

Hospitality Employee, 2012). 

- Knowledgeable of Safety/Hygiene Issues The hospitality employees have to be familiar with 

every rules and concept of safety/hygiene as they are manipulating food/beverages and are in 

contact with places/materials that guests use (Top 10 Qualities of a Great Hospitality Employee, 

2012). 

- Thorough Great hospitality employees are very thorough in their work and realize that any 

oversight could result in customer dissatisfaction. In the hospitality industry, employees have to 

be very thorough as every details count and a simple mistake can turn a pleasant stay to a 

catastrophic one (Top 10 Qualities of a Great Hospitality Employee, 2012). 

2.6.2 Skills 

Soft Skills In term of hospitality, hard skills is less important than soft skills as soft skills 

concerned positive mind, happiness and frisky. There are few authors who said that to get into the 

meaning of soft skill is to understand both attitude and emotional. Interpersonal skill is the part of 

soft skill thought as it is related to how they interact with customers. Moreover, the authors 

discussed that the soft skills are not only about their attitudes, but it’s also concerned about 

appearance and nice sounds of the employees who are involved in hospitality and service industry 

(Nickson et al., 2005). A soft skill is how to look for a way to increase the effectiveness of the 

employees through their commitment and contributions to organizations. It is important as 

intellectual capital or knowledge workers are versus the physical skills or manual workers and it 

need more sensitive and complex management methods for the human resources to reach their 

full potentials (Davison et al., 2011). 

-Hard HRM is simply related to the effective use of staff and manages the head count resource 

with quantitative, calculative and business strategic aspects as just another economic factor 

(Davison et al., 2011). 

-Language Skills. In the hospitality industry, computer skills and languages skills are 2 of the 

main important skill to master. It is and clear advantage to perfectly handle computer specificity 
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as nowadays hotels are completely rules by numerous of programs created to facilitate the 

management of the establishment. The language skills is important regarding the guests 

heterogeneity due to the globalization and makes the knowledge of others language (firstly 

English) a necessity (Hcareers.com, 2013). The staff clearly needs to have a keenly alert mind, 

amiable and be good at foreign language and communication. From a survey made about Chinese 

Front Office staffs in China, it shows that the staff could speak several foreign languages, 

including English, Japanese and Korean (Hai-Yan and Baum 2006). 

-Communication skills. Talking about skills, it is interesting to check what skills are considered 

as essential to hospitality professional and researchers as "important" is a subjective notion. In his 

report of a University of Pittsburgh, Doyle (1992) has suggested that the most wanted skill of 

MBA job applicants are communication skills as the result of the surveyed communication skill 

had the highest scores (Hai-Yan and Baum, 2006). Communication always and will always be the 

key to success in hospitality industry as it enable to exchange ideas and opinion both orally and in 

writing (Top 10 Qualities of a Great Hospitality Employee, 2012). 

- Interpersonal skills. One of the other main skills necessary to success in hospitality are the 

interpersonal skills as they are essential to provide spectacular customer service (Top 10 Qualities 

of a Great Hospitality Employee, 2012). Over the past decades the hotel industry has undergo 

many increment of competitions and complexity (Kandmpully and Suhartanto,2000) so the needs 

of managers regarding the skills has evolve with these changes (Chung, 2000). Studies ( Knutson 

and Patton 1992; Okeiyi et al, 1994) shown that graduates ranked human resource skills and 

liaising with guest as the most important ones which are corresponding to the studies of 

management expectations which also identified interpersonal skills as key factor  (O'Halloran, 

1992; Nelson and Dopson, 1999).  

-Leadership skill. Leadership skill will give the opportunity to command projects and to make 

significant contributions for the company  (Top 10 Qualities of a Great Hospitality Employee, 

2012). 

-Multitasking. In the hospitality industry, it is important to master the multitasking skills as 

multiple responsibilities have often to be handling simultaneously. It is daily routine for a 

receptionist to check new arrival guests in while handling phone calls and answering questions 
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about the neighborhood  from an inside guest. Time management and organizational skills are the 

keys to master multitasking (Hcareers.com, 2013). 

-Computer skill. Technology became the nerve of the hospitality industry giving it the 

possibility to communicate easily between the different services and collect information. Good 

computer skills are necessary to evolve in this industry as it uses nowadays in every services (Top 

10 Qualities of a Great Hospitality Employee, 2012). 

-Teamwork The teamwork is fundamental as hospitality regroups several services which are 

working together to bring good experience to the guests. It is necessary that employees learn how 

to work well together in order to be more productive and efficient (Top 10 Qualities of a Great 

Hospitality Employee, 2012). 

-Problematic of skill. Even thought managers and graduates are agree on certain points, a study 

(Raybould and Wilkins, 2005) has indicated that a gap exist between the graduates expectations 

of necessary skills and  the expectations of the professional from the industry. Graduates expect 

that industry will provide them jobs that could allow them to apply the theoretical knowledge that 

have been emphasized in their courses while industry is focus on graduates' lack of practical 

experience and expect to hire them in operational roles. These gap leads to the dichotomy of 

"over qualified but under experienced" (Raybould and Wilkins, 2005). 

  

2.7Attitude  

2.7.1 Generation  

HR professionals believed that the different generations of employees have different 

attitudes of work in hospitality industry (Davison et al., 2011). 

A brand new generation has recently entered in the hospitality industry, a new generation 

with a new attitude (Barron, 2008). In hotel industry, the employees are from different ages, from 

freshly graduated to experienced employees. These different generations can be separated in 3 

distinctive groups based on their differences (Bontekoning 2007). The different generations are 

defined as follow: The Baby Boomers born from 1945 to 1964, The Generation X born from 1965 

to 1980 and The Generation Y born after 1980 (Eisner, 2005). 

All these different generations working under the same name, the management has to be 

specific in order to adapt itself to the difference of theses generations and the specific duties that 
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will be assigned as it is directly linked to commitments and performances (Lub et al., 2012). 

 

-Baby Boomers (1945-1964) 

This group represent a large amount of the general workforce compared the 2 others generations 

(CBS, 2010). Regarding their ages, they are experienced employees and are fairly stable. This 

group is the most loyal to the company but is also idealistic and ambitious (Wong et al., 2008). 

Lastly, regarding the suggestion of Kupperschmidt (2000) Baby Boomers are very sensitive to 

their status.  

-Generation X (1965-1979) 

This generation of workers is representing the entrepreneurial category of the workforces. This 

group can easily adapt to the changes and is independent but are less loyal that the Baby Boomers 

(Yu and Miller, 2005). The disappearance of the link between working and private life has cause 

difficulties to the Generation X (Eisner, 2005). 

-Generation Y (1980 and up) 

Due to globalization and new technologic era, this generation is comfortable with changes, is into 

personal development and enjoys challenges (Eisner, 2005). 

However, regarding the recent studies of (Twenge et al., 2010) they are less committed to the firm 

than other generations.  

Table work attitudes of different generations  

Attitude Baby Boomers 

(1946-1964) 

Generation X 

(1965-1979) 

Generations Y and Z 

(1980 and up) 

Respect for elders 

Professional respect 

Change 

Leadership 

Training 

Promotions 

Automatic 

Tenure 

Resist it 

Hierarchical 

Only if a problem 

Tenure 

Is polite 

Performance 

Accept it 

Cooperative 

Is desirable 

Merit 

Only if earned 

Qualifications 

Want it 

Collaborative 

Is necessary and expected 

It is my right 

 

Source: Adapted from Drake International (2006) 
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Chen and Choi have been investigating the hospitality‘s employees in manager and 

supervisor levels .They found differences between them that can be regroup by 3 different 

generations. Baby boomers were ranked highest in selfishness and intellectual stimulation than 

other groups.  

While the X generation is concerned about freedom and security, the most important for 

generation Y is economic returns. New Generation Y employees entering the hospitality industry 

also impact the hospitality management paradigm that will be required to be successful in term of 

recruitment, training and motivate them. The hospitality has everything to fulfill the expectations 

of the Generation Y which are outlined, including self-actualization, intrinsic benefits and 

formative work that could support and bring them opportunities. They are social networkers by 

nature and that could be beneficial to the industry and services (Davison et al., 2011). 

 From the research “Student’s views of retail employment – key findings from Generation 

Ys”  we learn that the generation Y , generation with distinct characteristics, is tending to gain 

experience in the hospitality sector (18  percent). The research also reflects that the generation is 

more likely than adults in general to end up in the services industries such as hotels, restaurant 

and distribution. The report suggest it is due to the flexibility and the opportunities to have part 

time jobs in this sector. The Generation is mainly attract by the satisfaction of their drive for 

carreer sucess, security, opportunity and responsability. The reports shows that the main priority 

employment expectations on personnal values are enjoyment from their work and others priorities 

interlinked in the area of fairness such as equality and tolerance. It provides an insight into 

generation Y student’s view of employment. Their experience in working life will bring them 

expectations of enjoying their work, equality and tolerance in people they work with  

(Broadbridge et al.,) 

 

2.8 Customer satisfaction 

In some words, customer satisfaction is often defined as a judgment to evaluate the use of 

a post about a particular product or service (Holjevac,et al.,). 

Recently, the practitioners and researchers have starting to focus their attention on the 

customer satisfaction and service quality. Theses 2 notions have are key factors to the 

performance and behavior of customers. In order to increase the profitability of the hospitability, 
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the following factors have to be set as priorities: service quality, customer service, word of mouth, 

customer loyalty and customer satisfaction (Holjevac,et al.,). 

Another research made by Churchill and Suprenant (1982) also said that in hospitality the 

foundation of the business build up customer satisfaction, customer loyalty, influencing the 

intention to repurchase and a positive word of mouth. They also said “it is not surprising that 

variety of research has been devoted to examining the determinants of satisfaction”. 

In order to determine the guest satisfaction several tools can be used to “calculate” the 

degree of satisfaction of the guest, such as guest comment’s card. With the help of this simple 

method, managers can easily analyze the data and determine the features that directly impact the 

guest satisfaction (Holjevac,et al.,). 

In a research, Akon (1995) discovered that another factor is also important to the guest 

satisfaction, which is the behavior of employees, their cleanliness and timeliness. The research of 

Choi and Chu (2001) converted to the same point as they observed that staff quality is the most 

important factor nowadays, followed by the room quality and value. 

The customer satisfaction is directly linked to the employee performance, meaning the 

guests’ satisfaction will be influenced by whether or not the employee will be able to fulfill their 

expectation. With the help of an effective employee measurement program, the guest will be 

allowed to judge employee’s performance individually and help him/her to have an objective 

measurement of their service delivery. Regarding the managers, the employee measurement 

program will help them to set out personalized training in order to make them more effective in 

their duties and helping them to blossom. The customer feedback is essential to improve the 

employee performance and consequently increase the customer satisfaction (Hanks). 

 

2.9 Total Quality management  

The definition of TQM is often seen as a set of practices in order to reach or even exceed 

the customers and expectations while reducing costs of defects and errors by creating a new 

management system and culture (Kathleen M. Iverson, 2001). 

Even though TQM has a lot of advantages regarding the high profits that could spring 

from it (Sohal et al., 1991; Maanu et al., 1994; James, 1996; Kanji, 1998; Lee, 1998) its 

establishment may lead to difficulties as the changes usually need several years to be really 
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effective and that some companies will able to adopt the TQM mentality easier than others 

(Joubert, 1998; Kanji 1998). In order to reach its full potential, TQM has to use 3 components 

which are values, technique and tools. 

Values such as "focus on customers", "top management commitment" or "improve 

continuously" are the basis of the TQM, it's them that will lead the organization to a new culture. 

The techniques are numerous activities such as "employees development", "bench marking" or 

"self-assesment" that will lead the companies to reach values. Finally the last steps are the tools 

such as the ISO 9000 or "control charts" which will help the organization to support the 

techniques (Hellsten and Klefsjö, 2000). TQM demands involvement at all the level of the 

organization (Kathleen M. Iverson,2001). 

 

2.10 Cross Cultural Management 

Due to the world globalization, cross-culture became common currency. The positive 

effects and advantages of a multicultural team have been proven by many researches but it also 

shown that an demographic heterogeneity is also a factor of conflict (Dong and Liu, 2010). Trice 

and Beyer (1993) argued that managers’ decisions are largely influences by their culture and that 

is why understanding cultures is one of the top priorities in multinational which has cross-cultural 

workforces. This is why successful managers have to know “people” skills as much as the 

technical ones (Elashmawi and Harris, 1998). Jin (1989) concluded that several qualities are 

necessary to any expats in order to avoid conflicts such as:  

-courage to experience culture shock; 

-learn to form of communication in different cultures; 

-develop cultural sensitivities;  

- be patient and understanding; 

As every events of the daily life can be perceived differently regarding the different 

cultures, it is important to train the employees and especially the manager’s levels to develop their 

sensibilities to reach the best of these differences without letting them create conflicts (Dong and 

Liu, 2010). 
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2.11 Turn over  

What we called turnover is the rate at which an employer hires and loses staff. When a 

company is known to have a high turnover, it means that the company loses and replaces often its 

employees who have a shorter tenure than those of other company evolving in the same industry 

(Kysika and Csaba). 

The turnover can be calculate by doing the ratio of the number of organizational 

members who have left the company during a certain period divided by the average number of 

people in the organization during that same period (Gustafson,2002). 

Turnover in a company lead to significant cost. It firstly affects the Human Resource 

department which need to handle the turnover then it indirectly includes others cost such as 

advertising, headhunting fees and the cost of the new hires training (Kysika and Csaba). 

Usually high turnover involves others problems (which intrinsically led to the turnover) such as 

low satisfaction with superiors, stress, absenteeism or even accidents (Morrell et al., 2004). It also 

causes a decrease of the workforces moral, of the social integration, a negative public relation and 

personnel and strategic opportunity costs (Kysika and Csaba). 

The costs of these expenses represent 30 to 200 percent of an employee’s annual salary 

or wages for the company, the amount depending of the job and the kind of industry (Kysika and 

Csaba). 

A high turnover in the hospitality industry is usually due many factors. The main reasons 

are seasonality, the wages and hours, lack of training and leadership, customer services issues 

(Kysika and Csaba), job skills (Zeffane,1994) and also includes employee personal interests and 

age and length of service (Zeffane,1994).The organization characteristics(structure) has effect on 

employee turnover as well (Zeffane, 1994). 

2.12 HOTEL’S OVERVIEW 

 2.12.1 History and background  

Amari Watergate Bangkok is 5 stars hotel located in the center business area of Bangkok 

at Petchaburi Road close to the Central World, Platinum fashion mall and quite close to Siam area 

.The hotel location is also close to BTS Chitlom station and Airport rail link Ratchaprarob station 

which is a very convenient access to Amari Watergate Bangkok. The hotel combines spacious 
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guest rooms with superb restaurants and extensive meeting and recreational facilities. Stylish 

Amari Watergate is the ideal Thai city getaway.  

For leisure guests, the hotel has variety of facilities to fulfill  the needs of the guests such 

as swimming pool, spa, salon, fitness business center and garden with magnificent view of 

Bangkok. Moreover, Amari Watergate Bangkok has 6 different restaurants available for guests. 

There are Thai on 4, Heichinrou Chinese restaurant, The Promenade buffet, Henry J. Bean's Bar 

& Grill, Pool Bar and Cascade café.  The hotel is suitable for business travelers, it has high 

performance level  in terms of world’s leading corporate hotel with 14 available function rooms 

or the Grand Ballroom for events of up to 1,500 persons. 

2.12.2 History of ONYX 

ONYX Hospitality Group is owned by Italthai Group and it is a leading hotel 

management company that includes the expertise of a truly global executive team with the 

hospitality excellence for which Asia is renowned.  

ONYX manages 5 different brands. Saffron and Oriental Residence, the luxury brands. 

Amari, the  full service brand. Shama, the serviced apartments and OZO, the select service brand. 

Also, ONYX manages a collection of white label properties – “The Mosaic Collection” that 

provide quality accommodation in their respective destinations. 

The history of the first property starts in Pattaya, where Col. George, a retired military 

officer opens the Nipa Lodge Hotel Pattaya in November of 1964. In 1964, Dr. Chaiyudh 

Karnasuta purchased the Nipa Lodge Hotel Pattaya and appointed Mr. Kurt Wachtveitl as General 

Manager. 
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History of ONYX 

 

Figure 2.12.2 History of ONYX 

(Source: from http://www.amari.com/watergate/, Orientation’s presentation from learning and  

development at Amari Watergate, Bangkok) 

 In 1973, the Orchid Lodge Hotel in Pattaya opened in February, while Italthai also took 

over management of the Rincome Hotel in Chiang Mai and  with 172 rooms. It is the longest 

established first-class hotel in the city including a long history of accommodating distinguished 

guests including members of the Thai Royal Family. As it started to manage more and more 

properties, the name of the group was formalized to “Siam Lodge Group of Hotels” in 1975. 

In 1983, the Airport Hotel Bangkok (Don Muang) opened in September with a Sky 

Bridge linking directly to the airport extension, marking Amari’s presence in the capital city. The 

first Amari property in Bangkok opened with 300 rooms. 

In 1989, Boulevard Hotel Bangkok opened in August with 123 rooms, marking the first 

3rd party managed property within the Amari brand. 

In 1991, Palm Reef Hotel in Koh Samui opened with 84 rooms, also as the first property 

from a hotel chain established in the Koh Samui. It was recently also voted as Asia’s best beach 

hotel from the TTG Travel Awards 2011. 

In 1992, Siam Lodge Group was rebranded as Amari Hotels and Resorts, solidifying the 

presence and the name in hospitality in Thailand. 
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In 2008, current President & CEO Mr. Peter Henley were brought on to take the 

company onto the next level. 

In 2009 in line with the new strategic vision, the Amari brand is revitalized across 

Thailand, with the properties embracing the fresh new identity from Amari Hotels and Resorts to 

Amari Colours & Rhythms. 

In order to respond to market demands and ensure growth and competitiveness, two 

brands are introduced next to Amari: Saffron and OZO. The management company changed its 

name to ONYX Hospitality Group in order to distinguish between the Amari properties and the 

management company. ONYX was launched at the ITB in March 2010, one of the world’s 

leading travel trade show in Berlin. The ITB (Internationale Tourismusborse Berlin) Berlin is a 

business to business platform for trade travelers in the hospitality industry.  

The Corporate Office for ONYX Hospitality Group is located in Bangkok, Thailand, and 

is situated within the Amari Watergate Bangkok hotel. In December 2010, a new office was built 

in an open plan format in order to facilitate cross-departmental communication. 

In early 2010 a Joint Venture is formed to create ONYX India, a springboard from which 

our expansion into the sub-continent will begin. 

In late 2010, ONYX Hospitality Group acquires Shama, a boutique serviced Apartment 

Company founded in Hong Kong. Since the acquisition, Shama continues to expand and 

strengthen its offering in Asia and reinforce its position as a leading provider of luxury boutique 

serviced apartments in the region. 

ONYX North Asia Office was also formed in late 2010 to look after properties in the 

region as well as managing and operating new openings in this key strategic area. 

The long serving Sivara spa was also been rebranded as Breeze during month of July 

2011. Breeze Spa offers a wide variety of blissful and soothing massages and other body and 

facial treatments, which have been carefully designed to combine the best of Thai, Asian and 

Western healing traditions for men and women. Breeze’s signature is to uplift the mood of guests 

on every step on their journey of the spa experience. 

In late of 2012, ONYX will opened the first Amari property in Middle East, which is 

Amari Doha Qatar. It also indicates the beginning of the company’s expansion to Middle East 

Region. 
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In June of 2011, ONYX was chosen by the Methodist Centre Limited (MCL) to manage 

the rebranded OZO Wesley, located in the business centre of Hong Kong. It is the first OZO hotel 

that has 251 rooms, opened in 2013. 

In early 2013, ONYX opened its first property Amari Ludhiana in India. This is also the 

company’s first property of expanding the company into the Sub - continent. 

 

Board of Directors 

 

 

 

 

 

 

 

Figure 2.12.2 Boards of Directors 

(Source: from http://www.amari.com/watergate/, Orientation’s presentation from learning and  

development at Amari Watergate, Bangkok) 

Khun Premchai Karnasuta, Khun Nijaporn Charanachitta, Khun Yuthachai Charanachitta  

are the owners and are amongst the Board of Directors, and part of Italian-Thai Development.  

The group has consistently been at the forefront of the Thai hospitality industry and has 

built up reputation for high standards of customer service and value for money. 
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2.12.3 Organization chart  

 

Figure 2.12.3 Organization Chart 

(Source: from http://www.amari.com/watergate/, Orientation’s presentation from learning and  

development at Amari Watergate, Bangkok) 

After analyzed and studied a numerous numbers of previous researches in order to 

master, on a theoretical level, the selection process and its impacts, the author decided to conduct 

a depth interview to study the real life application of the selection process. 

The depth interview at the Amari Watergate helped  to assess the differences between 

theories and applications.  
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CHAPTER 3 

RESEARCH METHOLOGY 

The research requires a variety of concrete observations to create an efficient selecting 

process of student trainees inside the hotel industry. This research concentrates on studying 

concepts and facts that are keys to establish procedures which could be use in management to 

develop their processes. The research is qualitative in its methods and includes the investigation 

of factors related to recruitment process and its characteristics. The several steps in the research 

are as follows: 

The selection process development of qualified student trainees in hospitality industry has 

been designed at the Amari Watergate Bangkok during 3 months of internship in that same 

department from 1st October- 31st December 2013 where the researcher has observed and 

participated in selecting student trainee process. The method of data collection was based on 

qualitative process. The qualitative method includes:  

1. Observation (Participation) 

2. Research Actions 

3. In -Depth Interview 

3.1 Sample 

The sample used in this study is based on 3 departments of the hotel representing the operation 

and back office side of the hotel industry. Front office department and Food & Beverage 

department will be representing the operation due to their high number of trainees and the Human 

Resource will represent the back office as it is the main actor of the selecting process. The 

interviewer has decided to interview 2 persons per department. 

As only 6 samples are chosen, the researchers had to assume that samples are the most 

representing of the selecting process of student trainees.  

3.2 Research Instrument 

3.2.1 Observation (Participation) 

During my internship inside the Learning & Development division, I had the occasion to be in 

contact with all the students’ trainees that came to apply at Amari Watergate as my duties were to 

help the Learning and Development daily tasks. Inside the Amari organization, the students’ 
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trainees are applying directly to the Learning & Development division instead of the Human 

Resources as it is usually done in other hotels. As I usually had to provide documents to the 

candidates, fill them up will all the information and escort them to the department they were 

applying for, I could noticed that all the positions were granted in advance. Only few of the 

candidates were asked to pass tests and were directly send to the last step of the selection process 

which is the interview with the head department they were applying for. It came to my mind that 

something was definitely missing inside the recruitment, that it was too permissive. Following 

this observation, I asked my manager if I could check and maybe help to update the recruitment 

process as I felt that somehow it could be updated.  

As my manager authorized me to handle the renewal of the process, I could firstly notice that the 

application form was only provided in Thai language and lacked of information such as training 

history and which number should be contact in case of emergency. Concerning the English tests, 

only English specific tests regarding the different departments and their vocabulary were 

available, no tests checking the general comprehension of the English language were at disposal. 

The tests were approximately aged of 5 years and clearly needed to be updated.  

Following all these observations, I decided to renew, update and optimize the recruitment process 

to make it more efficient. 

3.2.2 Research Actions 

In order to replace the old application form which to my opinion was no satisfactory enough, I 

have decided to use the job recruitment form of the hotel to improve the one for the student 

trainees. First of all, I created a new form in both languages, English in Thai, as English is an 

important parameter of a quality internship. Secondly I decided to request important information 

that was missing in the old application such as training history and which number should be 

contact in case of emergency. 

Once I had finished the application form, I started to collect information regarding English inside 

the hospitality industry to replace the English obsolete test. I found most of the relevant 

information over the internet but also from books that I borrowed from faculty of tourism and 

hospitality industry at the Sukhothai Thammathirat University. With the help of these documents 

I created a new English test that could be used to assess the grammar level of the applicants but I 

also created 5 new English tests which could be used in 5 different departments of the Amari 
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Watergate Bangkok. All these new applications and tests have been checked and approved by all 

the respective managers and are now currently used by the organization. 

3.2.3 Depth Interview 

The researcher has contacted Amari Watergate Bangkok to make appointments to 

interview 3 heads of their departments, 2 managers and 1 assistant manager. 

To prepare in-depth interview, the researcher has prepared a list of questions concerning 

the recruitment process of the student trainees of The Amari Watergate Bangkok. The sample 

consists of 3 heads of different departments, 2 managers and 1 assistant manager inside the Amari 

Watergate Bangkok who will represent the hotel. The researcher will later interview the 3 heads 

department, 2 managers and 1 assistant manager and collect the information by recording in order 

to analyze them and help the research.  

The Researcher interview 

The interview will be divided into 2 parts with 6 different respondents in this research. 

  1. Department interview 

    Interview 3 heads department, 1 manager and 1 assistant manager 

 1. Director ,Human resource    Respondent 1 

 2. Manager,Learning & Development  Respondent 2 

 3. Manager ,Front office   Respondent 3 

  4. Assistant Manager,Reservation  Respondent 4 

 5. Director ,Food and Beverage   Respondent 5 

  6. Manager, Restaurant   Respondent 6 

   2. SWOT Analysis interview 

 1. Director ,Human resource    Respondent 1 

 2. Manager,Learning & Development  Respondent 2 

 3. Manager ,Front office   Respondent 3 

 5. Director ,Food and Beverage   Respondent 5 

 

3.2.4 Analysis process. The results will come from literature review, observation, research actions 

and depth interviews of the 3 heads department 2 managers and 1 assistant manager of Amari 

Watergate Bangkok who gave important information and opinions. 
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3.2.5 The stage of analysis is drawing conclusions and suggestions for the hospitality business. 

With the help of this research, human resources might be able to find appropriate and set up 

efficient recruitment processes and avoid waste of time and costly mistakes. Selections of quality 

trainees by the help of a greater process would improve the workforces and reduces financial 

costs due to training and indirectly impact the customer satisfactions in positive ways. 

Department interview 

1. Director ,Human resource    Respondent 1 

2. Manager,Learning & Development  Respondent 2 

3. Manager ,Front office   Respondent 3 

4. Assistant Manager,Reservation  Respondent 4 

5. Director ,Food and Beverage   Respondent 5 

6. Manager, Restaurant   Respondent 6 

               

This research is collected the information from primary data in In-depth Interview, in 

Structure Interview. It can be divided in 4 points such as:  

1. Human resource in hospitality  

2. Selecting process 

2.1 Application from  

2.2 Employment test 

2.3 Interview  

3. Qualifications  

4. Problematic 

There are about 20 questions such as: 

1. What do you think about the idea of developing selecting process of student trainees? 

2. Are you satisfied with the actual student trainee selecting process? 

    - Why?  

    - What you like to add to make it more efficient? 

3. Do you think the student trainee testing part is an important step of the selection process? 

 -How? 

4. Do you think the student trainee interview part is an important step of the selection process? 
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-How? 

5. So far, were you satisfied with the student trainees in your department? 

    - Why? 

6. Did you ever hire a student trainee after his/her internship?  

    -Why? 

   - Did they get promoted to higher level after cumulated enough experience? 

7. What are the most important problems experienced when employing student trainees? 

 – How to solve the problems? 

8. Did you ever have to stop an internship before the end? 

Why? 

9. Did you ever receive comment or complain regarding performance of one of your trainee? 

10. As you are the one working with the trainee do you think the selecting process would be more 

efficient if you were the one conducting the interview?   

11. As your manager is the one who working with the trainee, do you think the selecting process 

will be more efficient if he/she were the one conducting the interview? 

12. What are the benefits of having student trainee? 

13. to your opinion university student from which faculty is suitable for your department? 

14. What are the qualifications (qualities / skills) that you expect from student trainees working in 

your department? 

15. Regarding these qualifications which are the eliminating ones? 

16. Could you please evaluate the selecting process of recruiting student trainee from the past to 

the present? 

17. What do you think about new application form? What would you like to add to make it more 

efficient? 

18. What do you think about the new English tests? What would you like to add to improve it? 

19. What other language would be an advantage for your department? 

20. With the coming AEC, what will be the impacts on the selection process? 

      -      How?  

- How to prepare the selection process 
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Table of Questions 

Questions 

 
Items 

 

Number of Items 

 

1. Human resource in hospitality  

1. What are the benefits of having student trainee? 

2. Selecting process 

1. What do you think about the idea of develop 

selecting process of student trainee? 

2. Are you satisfied with the actual student trainee 

selecting process? 

    - Why?  

    - What you like to add to make it more efficient? 

3. Could you please evaluate the process of selecting 

student trainee from the past to the present? 

4. With the coming ASEAN, what will be the 

impacts on the selection process? 

      -       How?  

-  How to prepare the selection process 

2.1.Application from 

1. What do you think about new application form? 

What would you like to add to make it more 

efficient? 

2.2 Employment tests  

1. Do you think the student trainee testing part is an 

important step of the selecting process? 

 -How? 

2. What do you think about the new English tests? 

What would you like to add to improve it? 

1 

 

7 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

12 

 

1 

 

2 

 

 

 

16 

 

20 

 

 

 

 

 

17 

 

 

 

3 

 

 

18 
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2.3 Interview  

1. Do you think the student trainee interview part is 

an important step of the selecting process? 

-How? 

2. As you are the one working with the trainee do 

you think the selecting process would be more 

efficient if you were the one conducting the 

interview?   

3. As your manager is the one who working with the 

trainee, do you think the selecting process will be 

more efficient if he/she were the one conducting the 

interview? 

3.Qualifications  

1. So far, were you satisfied with the student 

trainees in your department? 

    - Why? 

2. Did you ever hire a student trainee after his/her 

internship?  

    -Why? 

   - Did they get promoted to higher level after 

cumulated enough experience? 

3. Did you ever receive comment or complain 

regarding performance of one of your trainee? 

4. to your opinion university student from which 

faculty is suitable for your department? 

5. What are the qualifications (qualities / skills) that 

you expect from student trainees working in your 

department? 

6. Regarding these qualifications which are the 

 

 

 

 

 

 

 

 

 

 

 

 

 

7 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

4 

 

 

 

10 

 

 

 

11 

 

 

 

5 

 

6 

 

 

 

 

9 

 

13 

 

14 

 

 

15 
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eliminating ones? 

7. What other language would be an advantage for 

your department? 

 

4.Problematic 

1. What are the most important problems 

experienced when employing student trainees? 

 – How to solve the problems? 

2. Did you ever have to stop an internship before the 

end? 

 

 

 

 

 

2 

 

 

 

 

 

 

 

19 

 

 

 

7 

 

 

 

8 

Total 
 20  

 

 Interview Director ,human resource (Respondent 1) questions number 

1,3,4,6,7,8,12,13,14,15,17,18,19,20 in total 14 questions. 

 Interview Manager,Learning & Development (Respondent 2) question number 

1,2,3,4,6,7,8,12,13,14,15,16,17,18,19,20 in total 16 questions. 

   Interview Manager ,Front office (Respondent 3), questions number 

1,2,3,4,5,6,7,8,11,12,13,14,15,16,17,18,19,20 in total 18 questions. 

 Interview Assistant manager,Reservation (Respondent 4) question 

number1,3,4,5,6,7,8,9,10,12,13,14,15,17,18,19 in total 16 questions. 

   Interview Director ,Food and Beverage  (Respondent 5) questions number 

1,2,3,4,5,6,7,8,11,12,13,14,15,16,17,18,19,20 in total 18 questions. 

 Manager, Restaurant (Respondent 6) question 

number1,3,4,5,6,7,8,9,10,12,13,14,15,18,19 in total 15 questions.  
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Additional interview (SWOT Analysis interview) 

     1. Director of human resource   Respondent 1 

     2. Learning and Development manager           Respondent 2 

     Analyze SWOT Analysis of Human Resource Management   

S 

STRENGTHS 

- Our hotel is under strong brand ,this is our 

strength,  we have a good HR system 

management from ONYX head office 

(Respondent1) 

- Good location of the hotel in the city 

center of Bangkok. Easy access by boat, 

BTS and airport rail link that help our 

employees come to work.(Respondent1) 

- Knowledgeable team member in HR 

department(Respondent2) 

- Good relationship, network with 

stakeholders( include team members, 

management) (Respondent2) 

W 

WEAKNESSES 

- Outdated technology and HR system still 

need to be developed. (Respondent1,2) 

- Low budget for staffs activities (employee 

relation), training & development. 

(Respondent1) 

- Lack of development program for 

employees (Respondent1) 

- Lack of communication within the HR team 

( mistake while  receive and transfer the 

message) (Respondent2) 

- Insufficient teamwork. Some HR office 

prefers to work on their own than join in 

team. (Respondent2) 

O 

OPPORTUNITIES 

- Good relationship, network with( external 

network and corporate office) 

(Respondent2) 

- An innovative culture helps human 

resource department to produce unique 

products and services that meet their 

customer’s needs. (Respondent1) 

 

T 

THREATS 

- To compare with hotels in international 

chains we are losing opportunities in term 

of having new generation staffs as they 

would prefer to join international chains 

hotel rather than Thai chain hotels. 

(Respondents 1,2) 
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3. Front office manager   Respondent 3 

4. Food and Beverage director   Respondent 5 

Analyze SWOT Analysis of Service 

S 

STRENGTHS 

- Good attitude of service staffs, our staffs 

have a service mind (Respondent5) 

- High returning guests. (Respondent3) 

- New technology provide by our corporate 

office (ONYX) which help our service to 

be more efficient, for example a passport 

scanner machine will be available this 

coming year 2014(Respondent3) 

- In Food & Beverage department we have 

many new and creative projects to be 

launch in this year. (Respondent5) 

 

W 

WEAKNESSES 

- English language and communication is not 

sufficient enough. (Respondent5) 

 

O 

OPPORTUNITIES 

- Better services and more tangible benefits 

for members would improve the 

membership base(respondent 3,5) 

T 

THREATS 

- High competition in service industry 

regarding the high numbers of service 

providers nowadays. (Over demand of 

accommodation.(respondent 3,5) 

- High technology in the future ,can drop 

down the relationship between customers 

and staffs(respondent 3,5) 
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3.3 Collection of Data   

 The research requires variety of primary and secondary data. The primary data of this 

research has collected the information from Observation (Participation) and actions in Learning 

and Development department of Amari Watergate Bangkok from 1st October -31st December 

2013 and Depth Interview 4 heads department including Director of human resource, Learning 

and Development manager, Front Office manager, Food and Beverage director, 1 restaurant 

manager and 1 reservation Assistant manager on 14th March 2014. 

The secondary data been collected from reviewed online journals of emerald insight, 

internet researches and text books from Silpakorn University library. 

3.4 Analysis of Data 

Data analysis is an important step of the problem solving process which use raw data to 

extract useful information in order to analyze them. 

In the first place, the researcher will collect all the required information from the dept interview 

made will all the respondents. The second step will be to transcribe and write down all the 

information obtained during the interviews and make sure to not skip any single word as it could 

lead to uncertain results. At the end, the data contents will be finally analyzed, categorized and 

summarized to reach the research objectives. 

Analysis of data uses the result from the dept interview divided into 4 topics of the 6 

managerial levels at the Amari Watergate Bangkok. 

However, the researcher will collect the important data that related with the objectives of 

this research such as qualifications which are suitable for any department in hotel industry for 

example: language skills, flexibility or communication skills. The problems which usually occur 

and affect the organization by employing student trainees for example: lack of time and resources 

and hard identification of qualified student trainees.  The factors affecting the selection process, 

for example: interviews, tests and application forms. 
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CHAPTER 4 

DATA ANALYSIS AND FINDINGS 
 

This chapter is composed of data analysis and findings from a dept interview of 6 

respondents from 3 departments including Human resource, Front office and Food and Beverage 

departments of the Amari Watergate Bangkok. The Data analysis in the first part includes 

findings of a SWOT analysis of the hotel, SWOT analysis of its service and SWOT analysis of 

the Human Resource management. 

For the second part, the data analysis includes Findings: In-Depth Interview Information 

which it’s divided in to 4 parts, benefit of hiring student trainees, problematic of hiring student 

trainees, factor affecting selection process and qualifications of student trainees. 

       4.1 Data Analysis 

       Findings: SWOT Analysis of Hotel  

      (From observation and in-depth interview) 

S 

STRENGTHS 

- Amari Watergate Bangkok hotel located 

in the center business area of Bangkok at 

Petchaburi Road close to the Central 

World, Platinum fashion mall and quit 

close to Siam area .The hotel location also 

close to BTS Chitlom station and Airport 

rail link Ratchaprarob station which is 

very convenience access to Amari 

Watergate Bangkok 

- Amari Watergate Bangkok has a good 

reputation since 1992 when it was Amari 

Hotel and Resort .The hotel changed of 

name to Amari Watergate Bangkok in 

2010 

W 

WEAKNESSES 

- Amari Watergate Bangkok recognized as 

the old property as it was built over 20 

years ago to compare with others building 

around. 

- Inefficient training because high number 

of staffs attended in the same class. It 

might make them can’t concentrate well in 

the class 

- Not enough staff in some department in 

peak seasons such as Housekeeping and 

F&B because sometimes it’s quite hard to 

recruit employees when it’s low payment. 

- Under pressure to reduce prices in order to 

maintain occupancy. 
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- Amari Watergate Bangkok has plenty of 

facilities. There are swimming pool, 

fitness, spa, conference rooms  and 6 

restaurants such as Thai , Chinese , 

international buffet ,Bar & Grill, Pool Bar 

and Café  

- Special benefits for the guest on 

Executive floors as VIP Private check-in 

and check-out and complimentary late 

check-out until 3 pm on your day of 

departure, complimentary buffet 

breakfast, complimentary beverages and 

hors d’oeuvres from 5:00 pm to 7:00 pm 

daily, complimentary use of hi-speed 

internet at no extra charge and pillows of 

your choice 

- 5 types of room  available for your 

choices  such as Deluxe Room, Grand 

Deluxe Room, Executive Room, Corner 

Suite, Executive Suite in total of 569 

rooms 

- Experience staffs who has been worked at 

Amari Watergate Bangkok over 10-20 

years  

- Loyalty program Chorus Rewards is the 

hotel loyalty program of Amari. VOILÀ 

rewards – is a unique hotel reward 

programs that unites a variety of 

properties - including four and five-star 

independent hotels and resorts from 
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around the world – Chorus Rewards is for 

frequent Amari guests. 

 

O 

OPPORTUNITIES 

- Peak season from November – April high 

numbers of tourists visit Bangkok. 

- Tourism authority of Thailand TAT  has 

very high promote tourism in Bangkok 

and Thailand  

- The growing Asian tourism market 

benefit to every area in South East Asia. 

- ASEAN Economic Community and 

various free trade agreements between 

ASEAN and economic will attract both 

business man and tourists  travel to visit 

Bangkok as its main city of commercial 

activity 

 

T 

THREATS 

- Political solution  in the area, protesters 

often close Ratchaprasong intersection 

during the political period  

- Bad traffic in evening and weekend as the 

location is the hub of big shopping malls 

and Platunam wholesale market, therefore 

many retailers come to buy stuffs on 

weekend. 

- Many hotels of the same standings are in 

this area such as Novotel  Patunam, Glow 

by zing , Berkeley hotel. 

- Global economic slowdown, the global 

economy slow down had little impact on 

tourist arrivals to Thailand, and the 

country is heading for a bumper record 

year 2012. The Kingdom had a total of 

8,871,930 visitor arrivals for the period of 

January through May 2012, up 7.27 

percent compared to the same period in 

2011. China was the best performer with 

943,161 visitors, up 26.13 percent with the 

largest market share for an individual 

country of 10.63 percent( BY ANDREW J. 

WOOD, ETN AMBASSADOR | JUL 10, 

2012). 
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- Other countries in South East Asia are 

becoming more appealing to tourists such 

as Phnom Penh, Hanoi, Ho Chi Minh City, 

Vientiane and now Yangon so there are 

more choices of destination than Bangkok. 

 

 

    Findings: SWOT Analysis of Service 

    (From observation and in-depth interview) 

S 

STRENGTHS 

- Good attitude of service staffs, our staffs 

have a service mind (Respondent5) 

- High returning guests. (Respondent3) 

- New technology provide by our corporate 

office (ONYX) which help our service to 

be more efficient, for example a passport 

scanner machine will be available this 

coming year 2014(Respondent3) 

- Availability of services  

regardless time 

- In Food & Beverage department we have 

many new and creative projects to be 

launch in this year. (Respondent5) 

W 

WEAKNESSES 

- English language and communication is not 

sufficient enough. (Respondent5) 

- Poor customer service skills and a lack of 

career path training  

- Lack of self-discipline: only few can work 

without supervision. 

 

O 

OPPORTUNITIES 

- Collaboration and  

communication opportunities  

between departments of large  

Institutions with many branches. 

T 

THREATS 

- High competition in service industry 

regarding the high numbers of service 

providers nowadays (over demand of 

accommodation.) 
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- Better services and more tangible benefits 

for members would improve the 

membership base (respondent 3,5) 

- Easy to copy by competitors (respondent 

3,5) 

- High technology in the future, can drop 

down the relationship between customers 

and staffs(respondent 3,5) 

- Lack of Thai culture knowledge, as we 

tend to hire more foreigners from AEC 

counties. 

  

 

 

     Findings: SWOT Analysis of Human Resource Management   

    (From observation and in-depth interview) 

S 

STRENGTHS 

- Our hotel is under strong brand ,this is our 

strength,  we have a good HR system 

management from ONYX head office 

(Respondent1) 

- Good location of the hotel in the city 

center of Bangkok. Easy access by boat, 

BTS and airport rail link that help our 

employees come to work.(Respondent1) 

- Knowledgeable team member in HR 

department(Respondent2) 

- Good relationship, network with 

stakeholders( include team members, 

management) (Respondent2) 

 

 

W 

WEAKNESSES 

- Outdated technology and HR system still 

need to be developed (Respondent1,2) 

- Low budget for staffs activities (employee 

relation), training & development. 

(Respondent1) 

- Lack of development program for 

employees (Respondent1) 

- Lack of communication within the HR team 

(mistake while receive and transfer the 

message) (Respondent2) 

- Insufficient teamwork. Some HR office 

prefers to work on their own than join in 

team (Respondent2). 

- High turnover 

- Insufficient  Employee engagement 
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 programs 

- Insufficient employee benefit programs 

- Contribution of HRM not recognized by top 

management 

 

O 

OPPORTUNITIES 

- New management team of ONYX     

(cooperate office) wanting to improve 

business through organizational 

development   and cultural development     

programs. 

- Good relationship, network with ( 

external network and corporate office) 

(Respondent2) 

- An innovative culture helps human 

resource department to produce unique 

products and services that meet their 

customer’s needs (Respondent1) 

 

T 

THREATS 

- To compare with hotels in international 

chains we are losing opportunities in term 

of having new generation staffs as they 

would prefer to join international chains 

hotel rather than Thai chain hotels 

(Respondents 1,2) 

- Changes to government rules and 

regulations can negatively affect Human 

resource department. 

- Politics can increase Human resource 

department’s risk factors, because 

governments can quickly change business 

rules that negatively affect Human resource 

department 

- Bad economy 

- Lack of well qualified people in labor   

market 

 

Finding summary: The conclusion of Amari Watergate Bangkok SWOT analysis 

The Amari Watergate Bangkok hotel been created in 1992 and has built a strong 

reputation among the hotel industry. Located in a good area and offering a lot of facilities and not 

less than 569 rooms to its guests, Amari Watergate has also developed a strong customer service. 

Despite all this, Amari has to face strong competitors with brand new buildings and strong 
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reputation such as Novotel. The company also has to face the problem coming with the high 

capacity of the hotel leading to a high a number of staff which is often hard train efficiently or to 

handle during the variation of occupancy during the year. 

The high season from November to April usually involves a high number of tourists which is a 

real opportunity for the hotel industry. The incoming ASEAN community will totally change the 

economy in South East Asia and will attract brand new tourists from all the partner countries. The 

location of the Amari Watergate in the heart of Bangkok will surely be a plus for its development 

in the next few years. 

The heart of Bangkok has also inconveniences as everybody knows, the traffic is well 

known in Bangkok to be one of the worst in the world. The instability of the country also leads to 

regular manifestations which are clearly affecting the tourists business in the affected locations. 

For instance the Amari Watergate is located in a place which had been strongly affected by the 

political instability and which has to deal with serious competitors such as Novotel, Glow by Zing 

or the Berkeley hotel. As the world economy is still suffering from the crisis, tourists are now 

thinking wisely their destination and may decide to choose borders countries which are safer and 

more importantly cheaper.  

Finding summary: The conclusion of Service SWOT analysis 

A high quality of service helped by brand new facilities  and equipments has helped the 

Amari Watergate to reach a high number of returning guests .Whatever all these qualities, the 

Amari Watergate staff is still facing a lack of language communication and the quality of service 

could also be improved. The lack of discipline in the workforces is maybe one of the reasons as 

main of the staff need constant supervision.  

The Amari Watergate has a consequent number of facilities and is a part of the well 

known ONYX Group. This combination gives the costumers a high choices of services 

consolidated by its loyalty program (VOILA Reward). The high number of services provided by 

the Amari Watergate also means a bigger competition. The new era of technology tends to a 

standardization of the services as nowadays information has going fast and everything can be 

copy and duplicate by competitors in a short period. This new era of a systematic use of machine 

will definitely impact the relation between guest and staffs. 
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Finding summary: The conclusion of Human Resource SWOT analysis 

The human resource department is the nerve of every companies. The Amari Watergate 

enjoys a strong system coming right from the ONYX head office which also allocates it the use of 

a great network with stakeholders. As mainly said, the hotel is located in the center of Bangkok 

which is highly appreciated by the staff as is easily reachable by BTS, boats or even buses.  

As the hotel been built over 20 years ago, some equipments and technologies need to be 

updated to facilitate the HR work. The HR department has to deal with a low budget in order to 

set out intern events to create an healthy atmosphere inside this hotel where 500 people are 

working everyday and keep the staff committed to the company, events that could raise the 

motivation of the workforces which has to face a high turnover and insufficient benefits.  

In order to fight against these weaknesses a new management team has been hired to 

improve business which will emphasize network and good relationship with employees and 

customers to produce unique services meeting the customer's need. 

Amari Watergate has to handle international competitors such as Marriott, Accor or Sheraton 

which are more attractive for the new generations willing to work in the hospitality industry. This 

fact combined with political instability and the lacks of qualified people available inside the labor 

market are negatively affecting the Human Resource department of the Amari Watergate 

Bangkok.  

4.2 Findings: In-Depth Interview Information 

Finding Summary: The Conclusion  

Factor 
Interviewee 

1 2 3 4 5 6 

1. Human resource in hospitality  

1. What are the benefits of having student trainee? 

2. Selecting process 

1. What do you think about the idea of develop selecting process 

of student trainee? 

2. Are you satisfied with the actual student trainee selecting 
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process? 

    - Why?  

    - What you like to add to make it more efficient? 

3. Could you please evaluate the process of selecting student 

trainee from the past to the present? 

4. 20. With the coming ASEAN, what will be the impacts on the 

selection process? 

      -     How?  

-  How to prepare the selection process 

2,1 Application form 

1. What do you think about new application form? What would 

you like to add to make it more efficient? 

2.2. Employment tests  

1. Do you think the student trainee testing part is an important 

step of the selecting process? 

 -How? 

2. What do you think about the new English tests? What would 

you like to add to improve it? 

2.3. Interview  

1. Do you think the student trainee interview part is an important 

step of the selecting process? 

-How? 

2. As you are the one working with the trainee do you think the 

selecting process would be more efficient if you were the one 

conducting the interview?   

3. As your manager is the one who working with the trainee, do 

you think the selecting process will be more efficient if he/she 

were the one conducting the interview? 

3.Qualifications  

1. So far, were you satisfied with the student trainees in your 
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department? 

    - Why? 

2. Did you ever hire a student trainee after his/her internship?  

    -Why? 

   - Did they get promoted to higher level after cumulated enough 

experience? 

3. Did you ever receive comment or complain regarding 

performance of one of your trainee? 

4. to your opinion university student from which faculty is 

suitable for your department? 

5. What are the qualifications (qualities / skills) that you expect 

from student trainees working in your department? 

6. Regarding these qualifications which are the eliminating ones? 

7. What other language would be an advantage for your 

department? 

4.Problematic 

1. What are the most important problems experienced when 

employing student trainees? 

 – How to solve the problems? 

2. Did you ever have to stop an internship before the end? 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
   

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
The questions are divided into 4 groups: Human resource in hospitality, selecting process 

also including application form, employment test and interview and qualification and 

problematic. 

4.2.1 Finding benefit of student trainee? 

The internship benefits to both hospitality properties and educational institutions which 

provides the students. It provides cheap workforces without any long-term employment 

obligations to organizations and a chance to educate the next generations of the industry leaders. 

There are many benefit of having student trainees, including extra manpower, PR, improve team 

members to be good trainers, save costs and exchange experience. 
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The main benefit of having student trainee according the answer of managerial level at 

Amari Watergate Bangkok is extra manpower. 

- Extra and free manpower  

By employing student trainees in the company, the company get extra manpower which can work 

in any department as they come to learn and their help exempt the company to hire part time 

workers. Moreover it helps the organizations to reduce cost of hiring employees as they don’t 

have to pay salaries (Respondent 1; Respondent 2; Respondent 3; Respondent 4; Respondent 5; 

Respondent 6). According by  the Respondent 1 “The best benefit for our company is that we 

have free labors” Respondent 2 “Another thing is saving cost in the same time we have extra man 

power” Respondent 3 “If they know a lot they helping us a lot. When I have a student trainee I 

always tell my staff to push them to work as permanence staff” Respondent 4 “Here in reservation 

we always have the shortage of staff problem. So student trainee can replace. They help us a lot.” 

Respondent 5 “We got the support from them as we can reduce man power cost. In my 

department, every year we cut about 10 % for man power cost” Respondent 6 “We don’t have the 

salary for them it’s mean it’s the way to save cost for our company” 

- PR (public relation ) 

The student trainee can be one channel of advertisement for the hotel as they can introduce it to 

their relatives or friends, it represents a free way to advertise and promote the hotel (Respondent 

1). According by Respondent 1 “Also student trainees that can promote or tell about our hotel to 

their universities which will help them to know more about our hotel.” 

- Improve our team member to be a good trainer  

The hotel staff will have the opportunity to train the students which will help them to improve 

their quality of work as they will be in charge to represent the organization and teach the duties to 

the trainees. It is a good way to keep the staff sharp. According to Respondent 2 “First thing is to 

improve our team members to be good trainers in their departments.” 

- Exchange experience  

As every person has his own experience, qualifications or skills, the trainees bring an important 

new source of experience to the company. Their knowledge will serve the staff and the company 

to progress (Respondent 6). According to Respondent 6 “Next benefit is about relationship and 
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experience sharing as they might have learned something I never know they can share for me and 

it can help me to have an idea to develop something in our company.” 

4.2.2 Finding problem of hiring student trainee 

From the literature review, regarding the problems of hiring student trainees, the main 

one is that usually the learning expectations of the students are not completely fulfilled. The 

second most important problem is the identification of the qualified interns by the hospitality 

professionals as it hard to detect the most competent students in order to provide them with 

responsible duties (Zopiatis, 2007). From the interview respondents, the researcher found 

different type of problems regarding the student trainees due to an  incomplete selection process 

including lack of creativity, absenteeism, personalities, lack of maturity, lack of motivation, 

communication problem, lack of flexibility, lack of confidence, misbehavior and against the rules. 

- Lack of creativity  

It’s important for student trainees to have new ideas and creativity in order to bring new things to 

the company. It’s also the way to show their own abilities; therefore companies would prefer 

student trainees who can bring something new than the one who just follow the tasks (Respondent 

1). As the Respondent 1 said “Sometimes they are not creative, they don’t have any ideas. They 

just do what they have to do, follow the tasks” 

- Absenteeism  

It can be the biggest problem that companies could face as Respondent 1 and Respondent 2 from 

Human resource department mentioned. As soon as trainees join the companies count on them 

and their absenteeism can affect the organization. Moreover some of them just disappear without 

even informing both their university and company. Respondent 2 said “They are absent for no 

reasons.” The absenteeism can cause the company to stop the internship as well. According to 

Respondent 2 “Yes I think twice because they were absent for no reason. Sometimes they just 

disappeared from the training program without informing their teacher or us so I had to stop 

them” 

-      Personalities' problem 

Working in a big company means dealing with a high number of colleagues. Consequently 

quality such as empathy, commitment, following the rules and regulations are important. 

(Respondent 1 ; Respondent 3 ; Respondent 4) 
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Mentioned by the Respondent 1 and Respondent 4, some of the student trainees may have 

problem with their personalities. As the Respondent 1 said “Personalities can also be a problem 

that I am used to face with” and Respondent 4 said “It was just small problems with her 

personality and created issues with the team” 

Personality’s problem also includes the student trainee the "against the rules" comportment and 

regulation which may lead the company to terminate their internship (Respondent 1; Respondent 

3). According Respondent 1 “they didn’t perform well or against the rules and regulations” and 

Respondent 3 “they didn’t follow the rules, the time is very important, and did not groom  

properly. Since I worked here, 3 years, 1 student trainee had to stop internship” 

- Lack of maturity 

As the maturity is necessary to accomplish a great career, the student trainees lack of maturity can 

cause the problem as they are working in a real environment and face with real situations. It’s 

requiring high responsibilities even though they are not permanent staffs. According to 

Respondent 2 “The problem is I think, some of them are not mature enough. We face the problem 

about lack of responsibilities,” 

- Lack of motivation  

Lack of motivation leads to inefficient work and laziness. Motivation is necessary to realize great 

work and to be concentrate during the job. Some of the students are sometimes lacking of 

motivation which will directly impact their performances (Respondent 3; Respondent 6). 

According the respondent 3 “Well, after we hired the student trainee they just work here for short 

time and then they move to other hotels. Some student trainees give up easily and leave” and 

Respondent 6 “Another problem is lazy, too chill and they think like they are just student trainees 

not employees so they are not devoting themselves to work.” 

- Lack of flexibility  

Flexible in both time and performance are important because the service industry is quiet busy 

and unpredictable.(Respondent 5) According Respondent 5 “The problem is trainee can’t work 

long hours, also can’t work till late at night, but I think they should work as same as permanence 

staff.” 
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- Lack of confidence. 

Confidence is a "must have" qualification for staff, especially front line staff who have to interact 

with the guests and represent the organization. To perform the job well they must have self-

confident (Respondent 6). According Respondent 6 “Sometimes they have no self-confident, 

that’s effect a lot as they work in operation. So they can’t perform well as they are too shy”. 

4.2.2.1 How to solve the problems?  

There are several ways to solve the problems according to the advice of interviewees 

- Communication  

Sometimes discussion is the key. This simple way can help to have a better understanding of the 

student and its problem. A discussion can help to avoid critical situations. A strong 

communication within the departments helps to reduce problems as well (Respondent 1; 

Respondent 2; Respondent 4; Respondent 5; Respondent 6). According to Respondent 1 “To 

solve the problems I would talk to them first to correct them” Respondent 2 “Sometimes we 

coordinated with department when they have any problem, we support them and try to give them 

the solution” Respondent 4 said “I talked and discussed with her about her personality problem 

after that it was ok” Respondent 5 and 6 said that they managed to talked and explain what the 

company was expecting from them. 

- Rules  

 It important to be strict with the rules as trainees often think that as they are not real employees, 

they can avoid the rules, which is clearly incorrect.  According to Respondent2 “So we try to be 

strict on the schedule to let them scan the finger before they start to work every day” 

- Motivation   

The company needs to develop motivation of the internees by explaining them clearly about 

work, performance and their possible future inside the organization. If they fulfill the company’s 

expectation they may have a chance to join it.  According to Respondent 3  “To solve this 

problem I found the way to motivate the team. I have to talk clearly with them, if you work with 

us for a while if you open mind and have a good attitude and good performance so when we have 

a position available you will be our first choice this is how to motivate them”  
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4.2.3 Finding:  Develop Selection process (Factors effect selection process) 

    The  selection process is very important in order to select the right man to the right 

job as it’s the first screen of persons who may join the company. This brought to the researcher 

the idea of developing new process of selection. An effective selection process helps the 

organization to get suitable students for all departments, especially in operations where the 

student trainees will have to meet the guests and that is why having qualified persons can help 

departments a lot, especially if they are creative (Respondent 1; Respondent 2; Respondent 3; 

Respondent 4; Respondent 5; Respondent 6). The selection process has been developed by the 

researcher by adding English test before interview to complete it and make it more efficient. With 

the only use of interview, company only learns about the personality and ideas of the candidates. 

The lack of control, especially the English skill can cause error of recruitment. The adding of 

more tests in the selection process clearly makes it more efficient. According the Respondent 5 

“it’s ok, so far so good as the process has been improved by adding an English test. “ It’s helping 

us to get the qualified one”, it’s very good now. It’s better than before because they added the 

testing part to the process. so we more carefully about selecting person to work with 

us.”According Respondent2 “We don’t have any system for screen them only know their 

personality and idea by interview them. So I don’t think we got the right person compare to the 

new process I think it’s more effective because we can have the right person in the tests as it’s 

divided into different departments” 
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Figure 4.2.3 compare selection process before and after developed  

Affected of AEC to selection process in the future 

  The biggest impact on the selection process will be regarding the English skills as it’s 

going to reach high competition among AEC members who want to come to work in hospitality 

in Thailand. As their language skills are quite better than Thai students, the companies will have a 

wider choice of students, this is why student trainees have to develop their skills and be well 

prepared for the coming AEC. To prepare for the AEC, companies need to have proper English 

tests. As the selection process has been developed recently, there shouldn’t have a big impact of 

selection process (Respondent 1; Respondent 2; Respondent 3; Respondent 5). In the other hand, 

the service mind and culture are different in other countries and this can be an advantage for Thai 

students “According to Respondent 2 “if the service their and here are different, but it’s my 

opinion it’s not the same so we can know the style of service from others country as well.” 

 4.2.3.1 Develop new application form 

   The new application form of student trainee has been developed by the researcher to 

make it more efficient in both Thai and English languages, the researcher also added more 

important information that were missing in the previous forms. 
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    From the interviewees opinion, the new application form is now good enough as its 

cover most of details and is similar to the application form of the permanent staff.  Almost all 

Respondents are satisfied with the new application form as they don’t want to add any more 

details (Respondent 1; Respondent 2; Respondent 3; Respondent 4; Respondent 5), but some 

suggested to add some questions about personal details  and previous company such as 

Respondent 1 and 2. According to Respondent 1 “Maybe we need more personal data such as 

number of ID card” Respondent 2 “it need to add something more maybe reference from the 

previous company” 

4.2.3.2 Develop English tests 

 -Importance of English tests 

   With the globalization, English language became very important as it is the international 

language. Meeting between staffs and customers and staffs with staffs require speaking English as 

most of the hospitality organizations is diversify and hire different nationalities. Therefore 

English language is the main language to communicate not only with the customers, but staff and 

boss as well. To assess the student trainee English level’s, the only way is to test them, especially 

for the front line departments such as Front Office and Food & Beverage department.(Respondent 

1; Respondent 2; Respondent 3; Respondent 4; Respondent 5; Respondent 6) 

The Result of the tests can help the organizations to make decisions or narrow down candidates 

and to put the right person in the right department as the Respondent 1 said “At least to do the 

tests it will help us to make decision if we will choose them or not” and Respondent 2 said “so the 

tests can be like the tool which help us to chose the right student trainee to the right department.” 

One interviewee suggested to add more languages tests such as Chinese because he is sure that 

Chinese language is becoming as much important as English “We also should have Chinese test 

as well” Respondent 5 

-Developed new English tests. 

The new English test has been created by the researcher as the organization only had an old 

English test which were not updated. The researcher created grammar test, general hotel 

vocabulary test and specific English for each department such as English for office, English for 

housekeeping ,English for Front Office, English for Food & Beverage and English for kitchen. 
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The interviewee’s gave opinion about the new English and mentioned that it was good especially 

for operation department ass the English test is divided into different part such as the English 

grammar and vocabulary. Moreover specific English tests been developed and now can  ass in 

what department the candidates would fit (Respondent 1; Respondent 2; Respondent 3; 

Respondent 4; Respondent 5; Respondent 6). There are some suggestions of improvement from 

interviewees as they think it might be a little bit too difficult for students. According the 

Respondent 3 “Yes its good enough, but little bit too much for the student trainees and little bit 

difficult” Respondent2 suggested swopping the answer between Receptionist and guest in the first 

part of specific English test for front office. “I would like to comment is the first exercise. 

Actually the student should fill the answer of the receptionist, not the guest. The Food & 

Beverage test should add some more part in beverage and type of food according to Respondent 

6” To improve it I think you should add some part about beverage such as wine or coffee ,but just 

little bit not so much and about difference” 

 4.2.3.3 Importance of interview  

Interview part is very important as it should be as same as the interview for hire permanent 

staffs. The interview help to know more about candidates in term of  personality, background, 

attitude , ideas or to find out that if they are suitable for the department or not by asking them 

questions which concern the department. To meet them in person and observe their characteristics 

and assess their attitude (Respondent 1; Respondent 2; Respondent 3; Respondent 4; Respondent 

5; Respondent 6).  Respondent 1“Interview is should be the same as the interview for hiring the 

staffs because we can know about their experience, profiles” Respondent 2 “This process is also 

importance because we can see their attitude, personality and idea so we can know them a little 

bit more.” Respondent 3 “Yes it’s quite important for the interview first of all we can know 

exactly what they want to do, where they want to work” Respondent 4 “we will know that 

student’s personality and attitude suitable for the job” Respondent 5 “I know their character or 

style and also attitude it’s come from interview. To know their attitude is very important as they 

will be the one who represent our hotel” Respondent 6 “them I can know how they think and also 

sharing ideas with them, to know their personalities and attitudes and to know about their general 

details” 
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 The interview is a way to know about the person, therefore the interviewers could who 

will work closely with the student trainees as they will have to know them. It can provides general 

information and about their future tasks. Moreover it can build a relationship among the student 

trainee and the manager who supervise them. (Respondent 4; Respondent 5; Respondent 6) In 

contrast the Respondent 3 said that she can be the only one who interview the student trainees 

because she has experience in all sector of front office, therefore she knows who is suitable for 

which job. “I have experience in every section so I know who suitable for which sections.” 

4.2.4 Finding Qualifications of student trainees  

Strong qualification is necessary for students to success in their internship. It is their tool 

to achieve their own expectation and the one from the company. Some of the qualification can be 

learned, train or develop but some of them are directly coming from the trainee inner personality 

which make them hard to modify. Knowing which qualifications are critical and important, 

companies will have to target those during the selection process in order to hire the most qualify 

candidates. 

4.2.4.1Qualities 

- Maturity 

By doing internship, the trainee decide to enter inside the working life. They temporally part of a 

company and their actions, good or bad, will have direct effect on the organization. Maturity is 

necessary to perform internship as if it were a real job. Moreover inside the companies, which 

generally hire a high number of staff, sometimes hundreds, all the ages are represented. The 

students will have to deal with older staff and need to have sense of respect which comes with 

maturity. As Respondent 1 said “Maturity because sometimes student trainees have to deal with 

older people or seniors” 

-Punctuality 

Hotel industry is a service industry which means that it has to deal with customers directly and 

satisfied their needs. There is no place for lateness, every seconds count. Even if it seems to be 

common sense, punctuality is not always respected and may lead to important issues. As 

Respondent 1 said "I like the person who can be a good example even they are just the student 

trainees. They must come to work on time and good behavior". 
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- Flexibility  

As mentioned above, hotel industry is a service industry depending on customers and their needs 

and that is why nothing fixed and every day are different. Unexpected events can happen anytime 

and that is why the team, including the trainees, need to be ready anytime and be flexible with 

duties and hours (Respondent 3; Respondent 5). According to Respondent 1 said " Trainees need 

to be flexible in the time if we need help during busy period” and Respondent 5 " I think they 

should work as same as permanence staff. Sometimes finish work a little bit late because they 

should know the real job situation". 

- Attitude 

The main point of the hotel is to serve customers and fulfill their requests and needs. The attitude 

of the staff is a direct mirror of the company and a bad one could impact the company. A right 

attitude is also the only way to reach mutuality (Respondent 5; Respondent 6). According to 

Respondent 5 “Good attitude is very important. We need good attitude and service mind people" 

and according to Respondent 6 "Good attitude is very important to work in service industry" 

- Responsibility  

Even if the trainees are not real employees, they will have to accomplish an handle many duties 

during their internship as they were real employees. Sense of responsibility is necessary for them 

to work efficiently as were real part of the company. As Respondent 4 said “I expect a sense of 

responsibility from my student trainees"  

- Enthusiastic  

Any duties or tasks will be better accomplished if it is done with enthusiasm. This quality helps 

the staff and the trainees to keep engagement in their duties and to work more efficiently. 

Enthusiasm can be felt by the customers and will help to reach quality service. According to 

Respondent 5 “I want them to be enthusiastic". 

- Teamwork 

Hotel industry usually regroup a high number of staff often going over hundreds and that is why 

mutuality is an important quality inside this industry. Everyone needs to participate actively hand 

in the hand. Mutuality is the only way to reach the full potential of a team. Respondent 6 said 

"Teamwork is important because we work with many people" 
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4.2.4.2 Skills 

- English Skills 

For the service industry, especially now in this time of globalization, dealing with international 

customers became common currency. Customers are not coming from all around the world that is 

a fact that English language is the international language. It is more than important to be able to 

speak English as in order to fulfill needs and requests of a customer, staff first need to understand 

the request. The ability to communicate with the customers is the only way to reach quality 

service. Another factor makes the English language important. Nowadays industry are integrating 

more and more expats coming from all around the world and a common language is the only way 

to have an efficient teamwork (Respondent 1; Respondent 2; Respondent 3; Respondent 4; 

Respondent 5; Respondent 6). As all the respondents said “Language skills and especially English 

are important, especially for a 5 stars hotel. English is necessary to communicate with the guests 

and respond to their requests". 

- Other languages skill 

A third language became more important in the hospitality industry as some nationalities can’t 

speak English, therefore the hotels need people having other language skill than English to reduce 

the gab of language barriers and satisfy the customers need. As the hotel has high numbers of 

Chinese guests, the need of Chinese language is increased (Respondent 1; Respondent 2; 

Respondent 3; Respondent 5; Respondent 6) The second important language is Japanese 

(Respondent 3; Respondent 5; Respondent 6), the third is French Respondent 3; Respondent 6) 

and finally Russian (Respondent 6)  

- Computer skills  

The hotel industry is generally offering different services to customers such as Food & Beverage, 

Spa, Fitness...Some hotels can nearly reach 10 different services. Regarding this fact and that 

hotels have to deal with hundreds of customers every day, the use of technology became crucial 

and that is why the trainees and employees need to be familiar with the computer skills 

(Respondent 1; Respondent 2; Respondent 3; Respondent 4; Respondent 6). According to the 

respondents "Basic computer skill is necessary because staff often need to transfer information to 

other services or to make reports". 
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-  Communication 

The communication skill is one of the main one as this industry is all about communication. As 

mentioned above, in order to serve and make a customer satisfied, the only way is to 

communicate. The communication is vital to interact with the customers and handle his needs. 

Communication is also important as many information need to be delivered between all the 

services, regarding the guests or simply internal matters (Respondent 2; Respondent 3; 

Respondent 6). The respondents said " We need the one who have good communication skill to 

communicate with people and also to listen others and also approachable" 

-  Interpersonal skills 

The interpersonal skills regroup several qualities such as respect, listening, and communication. 

The interpersonal skills are vital in huge companies such hotel as trainees will have not only deals 

with customers but also with a lot of colleagues. To possess interpersonal skill will help the 

trainees to work in harmony among their coworkers. As respondent 2 said "Interpersonal skill is 

needed when they talking to a lot of audiences". 

- Creativity 

Creativity is a quality that makes difference between a good and an excellent trainee. Creativity 

will help the students to bring brand new ideas or concept that could help the evolution of the 

company. This is necessary is also useful in a matter of problem solving (Respondent 1; 

Respondent 5). According to Respondent 5 and 1"Creativity is important and necessary ". 

-  Specific Knowledge 

Specific knowledge is quite important for hotel and tourism industry because it’s easier to work in 

hotel if the student trainees have some knowledge about the hotel industry, hotel background and 

also knowledge which concern each department. It can be advantage to the  organization; 

interviewees believe that student trainees from any faculty can be trained in the hotel industry. 

Therefore they would prefer to select student trainee from hotel and tourism faculty, but any other 

faculties would be fine as well.  (Respondent 1; Respondent 2; Respondent 3; Respondent 4; 

Respondent 5; Respondent 6) According to Respondent 1“Human resource Management It would 

be good as they already know in details about department, any faculties can work in HR” 

Respondent 2 ““For my opinion, any faculties.” Respondent 3 “Hotel and tourism , or hospitality” 

Respondent 4 “I think the student from hotel and tourism but anyway any faculties can be student 
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trainees in my department” Respondent 5 “Hotel and Tourism ,but normally no specific” 

Respondent 6 “Hotel and Tourism management would be good, but any faculty can be train 

here.” 

From the data analysis and findings, the author has been able to give recommendations 

for future researchers and also establishments that would like to improve their selection process. 
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CHAPTER 5 

 

FUTURE RESEARCHES RECOMMENDATION AND CONCLUSION 

The chapter 5 is composed of 3 different parts which are: future researches, 

recommendation and conclusion. The future researches will give advices and recommendation to 

people who would like to make further researches about this subject. The recommendation parts 

will give advices to hotels and establishments that would like to have a deeper understanding and 

improve their trainee selection process and the conclusion part will summarize of all the 

important notions of this research. 

5.1 Future Researches The researcher would like to give recommendations for further research 

regarding this topic. If future researches are made, the author would advice to use a larger sample 

than this research. If the research uses more samples, for example several different hotels, it 

would help to have a better understanding of the selection process, of the way it is handled in 

different establishment and make the result more reliable. Another recommendation would be 

regarding the method, the researcher would advice to use a different, survey for instance, and that 

could help to asses more factors and have a wider understanding of the situation. Surveys are not 

going as deep as interviews could but would able the researcher to target and investigate about 

more information and factors and are way easier to use in different hotels. Following these 

recommendations and the previous researches, the future will surely have a better comprehension 

of the complexity of the selection process. 

5.2 Recommendations The author would give some recommendations for any establishments 

which would like improve their internship and make them more efficient. As the research proved 

it, some tests such as attitude tests that are not usually used in internship could help to assess 

more about the trainees and reduce the issues encountered regarding misbehavior. During the 

internship it is important to have regular follow up regarding the trainees experience in the 

organization. It is important to keep in mind that all internees could be potential employees in the 

future and help their development with purpose of hiring them after their internship could help the 

companies to avoid costing recruitment. 
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The Learning and Development division or Human Resource, depending where the 

trainees are doing their internship should also have a regular follow up of the internship progress 

as they could help to fill up the lacks of the students. 

The use of systematic referee during all the internship could help to have a better view of 

the work accomplished by the trainees. It would help them to have perpetual help, encouragement 

and close up training.  

The interviews should be systematically conducted by the managers that will be in charge 

of the trainees during the internship as they will be the one in charge of their training. Their 

decisions should be important in the selection process. 

The specific tests of each different department (including English tests) should be 

approved by the respective managers of these departments as once again they are at the better 

place to know what is required in their departments.  

5.3 Conclusion This research has identified many important aspects of the student trainee 

selection process. The both parties, students and companies, are beneficiaries of internships. The 

students will have the opportunity to be trained and test the sector they might choose as a career 

once they will be graduated, to apply their theoretical in real life situation and in exchange the 

companies received the help of temporary free workforces. It is also a way for the companies to 

keep their permanent employees sharp as they will be in charge to train the internees and teach 

the wheels of the in the industry. 

Even though it is clearly a good opportunity, it is not rare that problems occur and affect 

the both protagonists. The issues are usually due to the internee’s behavior or lack of efficiency as 

some of them are not considering the experience as real job and are not showing real motivation. 

The hotel industry is based on service where the behavior has a key role; any personality problem 

can affect the quality service and have direct impact on the industry. Most of the trainees are 

usually young and can act in immature ways such as unjustified absenteeism; disobedience and 

even quitting the internship without inform the company or the school. These situations affect the 

companies as training costs money and time.  Fortunately these situations are often avoidable by 

using constant and strong communication with the trainees and a permanent checking in order to 

make them feel integrate, that they are real parts of the company and even a promise of job if they 

are working efficiently. The key is to keep them motivated. 

68 
 



Another way to avoid facing problems is to improve selection process which can help to 

select the most qualify candidates for internship. Of course the procedure is not infallible but it is 

the most efficient to narrow down the candidates by picking up the best ones and help the 

company to avoid time and money wastes. The selection process has to be prepared meticulously, 

be ready to assess the candidates and to track down which one have the required qualifications. It 

regroups 3 different steps that filter all the candidates for finally choose the most qualified ones: 

application process, tests and interview.  

The application process is done by filling a form with all personal details and most important the 

education and professional backgrounds. The development of a detailed application process in an 

important step in order to choose the most qualified students as this method is easier and way 

faster for select appropriate candidates than the regular CV checking, that is why application 

forms have well detailed and organized for facilitate the comparison  between the applications. 

The application helps to gather important information from candidates and should be close and as 

much detailed as the one used for the permanent employees as even if they are not permanent 

workers, they will represent the hotel during their internship.  

For all the candidates who have been selected through the application form selection, 

they will have to pass a series of tests which will check their compatibility with the internship 

they are applying for. The selection process can include all kind of tests that will be able to check 

if the candidates have all the required qualifications for the job he/she applying for.  Nowadays 

varieties of tests are available and give the companies the possibility to assess qualification as: 

creativity, comportment, language skills, and improvisation or computer skills. The tests and the 

qualifications assessed will depend on what departments they are made for. As in all service 

industry the language skills are crucial and need to be deeply checked as the students will be in 

direct contact with customers. The best and most effective way to be assure that students are 

capable of speaking different languages and especially English is to create and constantly update 

effective English tests which will assess not only the grammar but also the specific vocabulary 

from the related department that the candidate is applying for. These tests should be rigorous, 

especially for the students who apply for the operation departments, as they will have to 

communicate with customers and it is not possible to reach quality service with comprehension. 
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With the incoming ASEAN, the rules and laws about the labor market are going to 

change and open the opportunity for ASEAN members to travel around the community members. 

These new rules will lead to a new market and also bring new employees in the hospitality 

industry but also new candidates to internship. It is a fact that Thailand is way behind others 

countries of the AEC such as Malaysia or Philippines concerning the English language skill. This 

fact may be a problem as students and employees from these countries will have a serious 

advantage in the labor market, an advantage that Thailand will have to face and prevent by trying 

to develop its language skill. Regarding the research, the author found that other languages are 

becoming necessary to reach high quality service like Chinese, Japanese, French or Russian as 

usually tourist from these countries have lack of English. 

The interview will finally complete to selection process. The interview is used for assess 

all qualification and aspects of the candidates that cannot be checked by the writing tests. It has to 

be prepared in advance with specific question that will check aspects such as personalities, work 

experience, attitudes, communication and interpersonal skills. The interview is the only efficient 

way to check the communication skills which is one of the most important in the hospitality 

industry and requires particular attention the interview gives the opportunity to the manager to 

have a first contact with the trainees and learn about their motivations and create strong bonds. 

They will have the possibility to talk about their both expectations and if both parties are agree to 

work together. 

All these process have one purpose, to select the most qualified students. To narrow the 

candidates down, it is important to know what make a qualified students trainee. The 

qualifications are a combination of qualities and skills .The tests and the interviews are used to 

track down the qualifications which are the keys of a good internship, such as maturity, language 

skills, computer, and interpersonal skills. Having maximum qualifications is a sure way to 

succeed during the internships and be prepared to join the working life in the incoming future.  

During her internship in Learning & Development division at the Amari Watergate 

Bangkok, the researcher have used her observations and knowledge to make news processes and 

update the old ones in order to improve the trainee selection process. All the processes have been 

validated by the organization and as the interviewees stated are now efficient and used by the 

whole establishment.  
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APPENDIX I 

 

General information of product 

Products and service 

Wi-Fi and broadband internet access to ensure you are always connected while on the go. Watch 

as this metropolis of light glows in an all-encompassing splendor at night, through your floor-to-

ceiling windows, before drifting into a restful, dreamy sleep to energize for the day ahead. 

Deluxe Rooms      352 rooms 

Grand Deluxe Rooms     120 rooms 

Executive Rooms     69 rooms 

Corner Suites      20  rooms  

Executive Suites     8 rooms 

Total Rooms/Suites    569 rooms 

Deluxe Rooms - 1A relaxed vacation for all  

Approximate size – 40 square meters 

An ideal living space for business or leisure travelers, the Deluxe Rooms overlook a dynamic city 

view, garden view or pool view. For personal entertainment, the rooms provide broadband 

internet, 40" satellite LCD TV and a DVD player. Your marble bathroom comes with a shower, 

separate bathtub and double vanity. 

Grand Deluxe Rooms - Delightful retreats at the heart of the city  

Approximate size – 40 square meters 

A more refined experience within the Deluxe Room category, the Grand Deluxe rooms feature a 

40” Sony Bravia LCD TV, DVD player and broadband internet. Your marble bathroom comes 

with a shower, separate bathtub and double vanity. The in-room tea and coffee-making facilities 

allow you to enjoy your favorite cup at any time of day, while looking out to a picturesque city 

view, pool view, or garden view from the higher floor.    

EXECUTIVE ROOMS - A personalized stay the Amari way 

Approximate size – 40 square meters 

Occupying the top four Executive Floors, the Executive Rooms feature a separate reception area 

where you will experience an even greater level of personalized service. On this higher floor, you 



will enjoy a private check-in/check-out and access to the Executive Lounge, where your 

complimentary breakfast buffet as well as a selection of juices, coffees, teas and early evening 

cocktails will be served each day. 

For personal recreation, your tastefully appointed room is outfitted with broadband internet, a 40" 

LCD TV and a DVD player. A selection of DVDs is also available upon request. Your marble 

bathroom offers a shower, a separate bathtub and double vanity. 

CORNER SUITES - No compromise on the view – or luxury 

74 square meters 

Reserve yourself a first-class seat to witness the ever-changing skyline of Bangkok. The Corner 

Suites offer uninterrupted city panoramas from two different directions. Along with the view, 

your suite is generously proportioned to provide ample room for relaxation and recreation. 

The extra-large bedroom is elegantly furnished and opens out to an open-plan living room 

housing a writing desk, a sofa and a guest bathroom. Your marble bathroom comes with a shower 

and a separate bathtub. 

After a business meeting or a day of shopping and sightseeing, retreat to the luxury of your 

Corner Suite and indulge in the finest in personal entertainment, including two 40” LCD TVs, a 

DVD player and broadband internet access. 

EXECUTIVE SUITES - Personalized luxury 

Approximate size – 77.6 square meters 

For those who are looking for an added touch of personal service, the finest amenities and extra 

space, the Executive Suites showcase an open-plan bedroom outfitted in a contemporary Thai 

style. Steps from your bedroom, your spacious living room is brightly lit, with panoramic 

windows that overlook spectacular city views. A writing desk becomes your comfortable work 

area, when needed, whereas the latest high-tech luxuries, including two 40” LCD TVs, a DVD 

player and stereo system, provide theatre-style quality entertainment. The experience is further 

enhanced by an oversized spa bathroom featuring a Jacuzzi bathtub and a walk-in shower. 

Located on the Executive Floor, you will enjoy our dedicated express check-in/check-out 

facilities as well as access to the Executive Lounge for a complimentary breakfast buffet, early 

evening cocktails and Wi-Fi internet access. Broadband internet is also available in your 

Executive Suite 



PRESIDENTIAL SUITE -Top of the class – The Presidential Suite 

Approximate size – 112 square metres 

At the pinnacle of Amari Watergate’s luxury accommodation offerings, the Presidential Suite is 

your own private luxury enclave perched high above the glittering city streets. The elegantly 

appointed bedroom is open plan and connected to a dressing room and marble bathroom housing 

a Jacuzzi bath and a walk-in shower. A wooden folded door panel provides extra privacy when 

desired. 

From the bedroom, the suite unfolds into the expansive living room, containing a work desk and 

board room for up to 12 people. Your personal entertainment facilities include two 40" LCD TVs, 

a DVD player, stereo system and broadband internet. 

Located on our exclusive Executive Floor, all guests of our Presidential Suite will enjoy our 

dedicated express check-in/check-out facilities as well as access to the Executive Lounge for 

complimentary breakfast buffet, early evening cocktails and Wi-Fi internet access. 

Function Rooms  

Amari Watergate’s downtown location is ideal for hosting a wide range of events, whether 

seminars, conferences, wedding banquets, product launches, or class reunions. A dedicated team 

of planners will guide you through the meeting room arrangements, decorative themes, choice of 

technologies and catering options. This Bangkok city centre hotel features a full range 

of equipment and professional support services to ensure a truly successful event. Choose from a 

variety of function rooms or the Grand Ballroom for events of up to 1,500 people. 

- Ballroom and Function Rooms 

- Function Room Capacities   

- Audio Visual Facilities 

- Banqueting and Meeting Room Floor plans 

Ballroom and Function Rooms 

For 10 -25 persons 

• Executive Boardroom, for up to 10 persons, with a DVD player, LCD TV and sofa 

• Boardroom, located on the executive floor and ideal for executive gatherings of 10 persons 

• Presidential Suite Boardroom, luxury meeting room with TV and sofa for up to 12 guests 

For 25-50 persons 

http://www.amari.com/watergate/ballroom.aspx
http://www.amari.com/watergate/function-room.aspx
http://www.amari.com/watergate/audio-visual-facilities.aspx
http://www.amari.com/watergate/banqueting.aspx
http://www.amari.com/watergate/executive-boardroom.aspx
http://www.amari.com/watergate/boardroom.aspx
http://www.amari.com/watergate/presidential-suite.aspx


• Space 2 @3, perfect for up to 40 persons, with easy access to car park 

• Space 1 @3, accommodating up to 50 persons, with easy access to car park 

• Bangsue, suited to small meetings of up to 30 persons 

• Sukhothai, ideal for small meetings of up to 50 persons 

• Connections 3@9, modern meeting roomaccommodating up to 40 persons 

For 50-100 persons 

• Krungthep Suite, for up to 100 persons, withcity view and VIP seating area 

• Bangkoknoi, perfect for up to 100 persons withlarge break-out area 

• Bangluang, stylish meeting room for up to 100 guests 

• Ayudhaya, accommodating up to 70 persons with beautiful garden view 

• Connections 1@9 and 2@9, accommodating up to 70 persons with city or pool views 

For 100-500 persons 

• Banglampoo, accommodating up to 200 persons, with direct car park access 

• Room A and B @7, providing reception area with city view and serving up to 120 persons 

• Room C @7, with city view from the roomand direct car park access, for up to 200 guests 

For 500-1,200 persons 

• Watergate Ballroom, elegant spot seating up to 1,200 guests with spacious reception area 

For seminar organisers 

• Hospitality Rooms / Office Space, providing working space for seminar organizers 

Function Room Capacities 

Whether hosting a group meeting of 10 or 400 persons, Amari Watergate Hotel provides a perfect 

fit to every meeting requirement. 

• 3rd Floor – Executive Boardroom / Space 1 @ 3 / Space 2 @ 3 

• 4th Floor – Krungthep Suite 

• 6th Floor – Watergate Ballroom / Bangkoknoi / Banglampoo 

• 7th Floor - Bangsue / Bangluang / Room A and B@7/ Room C@7 

• 8th Floor - Sukhothai / Ayudhaya 

• 9th Floor - Connections 1@9/ Connections 2@9 / Connections 3@9 

 

 

http://www.amari.com/watergate/space.aspx
http://www.amari.com/watergate/space.aspx
http://www.amari.com/watergate/bangsue.aspx
http://www.amari.com/watergate/sukhothai.aspx
http://www.amari.com/watergate/connections.aspx
http://www.amari.com/watergate/krungthep.aspx
http://www.amari.com/watergate/bangkoknoi.aspx
http://www.amari.com/watergate/bangluang.aspx
http://www.amari.com/watergate/ayudhaya.aspx
http://www.amari.com/watergate/connections.aspx
http://www.amari.com/watergate/banglampoo.aspx
http://www.amari.com/watergate/room-ab.aspx
http://www.amari.com/watergate/room-c.aspx
http://www.amari.com/watergate/watergate-ballroom.aspx
http://www.amari.com/watergate/hospitality.aspx
http://www.amari.com/watergate/3-floor.aspx
http://www.amari.com/watergate/4-floor.aspx
http://www.amari.com/watergate/6-floor.aspx
http://www.amari.com/watergate/7-floor.aspx
http://www.amari.com/watergate/8-floor.aspx
http://www.amari.com/watergate/9-floor.aspx


Dinning and restaurants 

Thai on 4  Culinary Journey of Royal Thai Cuisine 

Discover the flavors of ancient Siam in a stylish, modern setting. Spicy salads, delectable curries 

and fragrant soups for your palate’s pleasure.  

Located on the 4th Floor. Open Daily for Lunch: 11:30 to 14:30 Dinner: 18:00 to 22:30  

Heichinrou Creatively Cantonese 

Feast on the fabled specialties of southern Chinese cuisine, including a selection of tasty Dim sum 

delicacies, prepared by Cantonese Master Chef Yiu Chi Chow. For special occasions, choose to 

dine in one of our elegant private rooms. 

Located on the 5th Floor. Open Daily for Lunch: 11:30 to 14:30 - Open Daily for Dinner: 18:00 

to 22:30 

Promenade Delicious Daytime Dining 

Tantalize your taste buds with our extensive range of international favorites served buffet style. 

Enjoy Asian and western specialties and a range of tempting desserts. 

Open Daily 11:30 to 14:30 

Henry J. Bean’s Bar & Grill American-style barbecue from the sizzling grill  

Authentic all-American style Henry J. Bean’s Bar and Grill opens late and closes even later. Part 

of the noted worldwide chain, Henry J. Bean’s offers a fun and relaxed atmosphere. Live music 

from Mondays to Saturdays and daily happy hour from 17:30 – 19:00 and 23:00 – 24:00.  

Open from 17:00 until late. Located on the Lower Lobby floor.  

Cascade 

Relax in the chilled out atmosphere of the Amari Watergate Bangkok’s hippest new dining venue. 

Enjoy smooth tunes in a laid back street café atmosphere and watch the world go by with your 

favorite beverage in hand. Snack upon a variety of sumptuous offerings - including baked goods, 

deli items, and other delicious appetizers.  

Cascade is open daily from 06.00 to 00.00.  

Pool Bar  A splash of colors by the pool 

Stop by the pool bar for chilled drinks, juices, smoothies and snacks at any time of day. Or enjoy 

a few more drinks and fun during the daily Happy Hours from 17:30 to 19:00. 

Pool Bar is open from 10:00 to 22:00 daily. 



Facilities  

Breeze Spa 

Located on the 8th floor at the Amari Watergate Bangkok, Breeze Spa provides six elegant and 

tranquil treatment rooms where you can totally relax and regain your energy. Open from 10:00am 

to 10:00pm daily. 

Breeze Salon 

Located on the 3rd Floor. Hair, nail and beauty treatments are also available for both men and 

women at the Breeze Salon. Open from 10:00am to 08:00pm every day. 

Swimming Pool 

Located on the 8th Floor. Length 24 m (free form) ,Width 5 m - 8 m (free form) Depth 1.35 m.  

Open daily from 06:30 am. - 10:00 pm. 

Fit Centre 

Located on the 8th Floor. Open daily from 06:30 am - 10:00 pm 

Business Center 

Located on the Lobby. Open daily from 06:30 am. - 11:30 pm. 
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APPENDIX II 

 

INTERVIEW 

 

1. Director ,Human resource    Respondent 1 

2. Manager,Learning & Development  Respondent 2 

3. Manager ,Front office   Respondent 3 

 4. Assistant Manager,Reservation  Respondent 4 

5. Director ,Food and Beverage   Respondent 5 

 6. Manager, Restaurant   Respondent 6 

Transcript:  

Q1. What do you think about the idea of developing selecting process of student trainees? 

Respondent Response Answer Code 

1 Selecting process 

help to avoid a 

waste of time and to 

select better 

trainees as they will 

represent the hotel 

“The selection process of student trainees 

is very important because it would be 

good to have to right person from the 

beginning. If we have the right student 

trainee selection process It would be an 

advantage for the company especially in 

operation. It’s very good for them to have 

the right person because sometimes the 

student trainees will confront with 

customers. If we don’t have proper 

selection process maybe it will effect to 

Good 

Avoid waste 

of time 

Better 

selection 



our hotel operation.” 

2 The selection 

process would help 

us to figure out 

more about the 

trainees 

“I think it's great idea. I mean developing 

selection process because  we do the first 

screen for them in order to join the 

company” 

Good, Learn 

more about 

trainees 

3 It would help us to 

find the best 

trainees and have a 

great use of their 

ideas 

“Well I think it’s quite good because if we 

have a good selection process we can get 

good persons to work in our company as 

nowadays they are lot of young people 

who have new ideas and are creative” 

Good 

Better 

selection 

4 Helps to make the 

selection more 

effective 

“I think this idea is very good  for you and 

for everyone because if we have a 

developing process to select the right 

person to the right job, the process would 

be effective” 

Good 

Better 

selection 

5 Good as trainees are 

key members of our 

organization 

“For me it’s very good idea because the 

student trainee is important to our 

company. We need them to help us in the 

operation.” 

Good 

Better 

selection 

6 Helps us to 

compare trainees 

and employees 

“For me it must be challenging, to 

compare between employees and student 

trainees 

Good 

Comparison 

between 

employees and 

trainees  

 

 



 

Q2. Are you satisfied with the actual student trainee selecting process? Why?  

       What you like to add to make it more efficient? 

Respondent Response Answer Code 

2 Perfect, as it helps 

us to discover more 

about the trainees, 

nothing to add 

“So far I’m happy with the new selection 

process because as I said It’s the first time 

that we screen the student trainees for the 

training program so we can know their 

potential for the position.” 

“So far I think don’t need to add anything 

more.” 

Good 

Help to 

learn about 

trainees 

Nothing to 

add 

3 Excellent, nothing 

to add 

“I’m happy with it. As Khun Kanchana , 

Learning & Development manager find the 

right student trainees and put them to the 

right department” 

Good 

Good 

selection 

Nothing to 

add 

5 Process had been 

improved recently 

so nothing to add 

“It’s ok, so far so good as the process has 

been improved by adding an English test. 

It’s helping us to get the qualified one” 

“Now it’s good as you have many English 

tests for them.” 

Good 

Been 

improved 

recently 

Nothing to 

add 

 

 

 



Q3. Do you think the student trainee testing part is an important step of the selection process? 

How? 

Respondent Response Answer Code 

1 It is an important 

part and help us to 

narrow down 

candidates 

“Yes, It’s very important because the 

tests are the tools that can be screening 

process for example English test 

especially for operation. They need the 

basic English skill and basic knowledge 

from their universities. At least to do the 

tests it will help us to make decision if we 

will choose them or not”  

Yes 

Help to narrow 

down the 

candidates 

2 It helps us to learn 

more about 

trainees and helps 

us to narrow down 

candidates 

“About the testing? Yes, I think it's 

important because we can know their 

potential even in English and we can 

know their attitude as well because in the 

previous we didn’t have the testing part 

of selection process. We only did the 

interview. We know only when they sell 

themselves. For example they can say 

anything that they know or their ideas 

,but we don’t have their data about the 

skills” so the tests can be like the tool 

which help us to chose the  right student 

trainee to the right department.” 

Yes 

Help to narrow 

down the 

candidates 

3 Important to 

check their 

English skill and 

see if they can 

“It’s very important .Especially English 

testing for front office. As I said in the 

beginning because the student trainees 

have to communicate with the guests 

Yes 

Check English 

and 

communication 



communicate well which English is the main language in 

our hotel. It’s not only the guest, but also 

the boss as well. So it’s quite important 

to know English level of them to see if 

they can work in this department or not.” 

skill 

4 Helps us to 

narrow down 

candidates and 

where to send 

them 

“Yes, absolutely. I think the testing 

should be a part of the selection process 

because we will know if the student have 

the knowledge in each job or not” 

Yes 

Help to narrow 

down the 

candidates 

5 Important to 

check their 

English skill and 

see if they can 

communicate well 

“It’s very important, Especially the 

English test because hospitality industry 

used English as the main language. We 

also should have Chinese test as well. As 

we know in the south east Asia country 

Thailand is the last country in the rage of 

language skill because our student don’t 

want to develop themselves that is why 

English test is important as we can see it 

they have enough English skill in work in 

hospitality industry. If they can’t speak 

English we can’t put them in the 

operation because our guests are not 

only locals, but our guests come from 

everywhere and English is the main 

language.” 

Yes 

Check English 

and 

communication 

skill 

6 Helps to narrow 

down the 

“Yes, the test is about how to check their 

knowledge for example about job 

knowledge  to see if they know anything 

Yes 

Help to narrow 



candidates about the position which they apply for” down the 

candidates 

 

Q4. Do you think the student trainee interview part is an important step of the selection process? 

How? 

Respondent Response Answer Code 

1 Yes, to learn more 

about candidates 

“Yes, Interview is should be the same 

as the interview for hiring the staffs 

because we can know about their 

experience, profiles, so we can know if 

the student trainee is suitable for the 

position that they apply for.” 

Yes 

To learn more 

about candidates 

2 "Yes, to learn 

more about 

candidates" 

“The interview part, actually we 

already had the interview part before. 

This process is also importance 

because we can see their attitude, 

personality and idea so we can know 

them a little bit more.” 

Yes 

To learn more 

about candidates 

3 Yes, to learn more 

about candidates 

and check their 

communication 

skill 

“Yes it’s quite important for the 

interview first of all we can know 

exactly what they want to do, where 

they want to work and what they like. 

Like they interested to work in front 

office, so the first interview it’s about 

English communication such as 

answering telephone calls, 

communicate with guests and how to 

Yes 

To learn more 

about 

candidates/check 

communication 



solve problems. I interview them in 

English if they can understand my 

questions it means they can work 

here” 

4 Yes, to learn more 

about candidates 

Yes, Also next step should be interview 

because we will know that student’s 

personality and attitude suitable for 

the job” 

Yes 

To learn more 

about candidates 

5 Yes, to learn more 

about candidates 

as they will 

represent the hotel 

“Interview part is very important I 

think because if we don’t do interview 

I don’t know anything about the 

student. If I don’t know their character 

I can’t put them to operation. If I know 

their character or style and also 

attitude it’s come from interview. To 

know their attitude is very important 

as they will be the one who represent 

our hotel because when they start 

working the guests don’t know that 

you are student trainee.” 

Yes 

To learn more 

about candidates 

6 Yes, to learn more 

about candidates 

“Yes, by interviewing them I can know 

how they think and also sharing ideas 

with them. To know their personalities 

and attitudes. To know about their 

general details such as where they 

live. Do they live with family or alone 

that’s important because its help us to 

understand them more” 

Yes 

To learn more 

about candidates 



Q5. So far, were you satisfied with the student trainees in your department?    Why? 

Respondent Response Answer Code 

3 Yes, as they know 

how it works and 

what we expect 

from them 

“It’s quite good because since I 

interview them I already told them what 

they are going to face while working 

here. For example they can’t expect to 

finish work on time. Sometimes if we are 

busy, you have to be ready and flexible 

and support us. Then they can do it very 

well. That’s why I can say I’m satisfied.”  

Yes 

 

5 Yes, my trainees 

are handling their 

duties pretty good 

“ Yes ,I do because in the reservation 

department we have to choose the 

students who have a good English skill 

in speaking, reading and writing and the 

student trainees in my department can do 

it well” 

Yes 

Good 

performances 

4 Yes as I know they 

are ready to work 

with us 

We have to train 

them for their 

future career  

“For my F&B department, it’s ok I don’t 

expected so much from them ,but I mean 

when they come here, they want to be 

train and mean they are interested in our 

department" 

"We have to teach them the right way to 

work because the trainee they prepare 

themselves to the real job which is 

coming soon” 

Yes 

Good 

performances 

6 Yes but not 

everyone 

“Well I can say some student trainees 

are very good, but some are not. Some 

Yes, but not all 

Lack of 



Lack of 

communication  

students trainees often come to talk to 

me for discuss something, but some not. 

In conclusion I am satisfied with most of 

them.” 

communication 

 

Q6. Did you ever hire a student trainee after his/her internship? Why? 

    Did they get promoted to higher level after cumulated enough experience? 

 

Respondent Response Answer Code 

1 Yes if they are 

good enough 

and if we have 

positions 

available 

“Yes, if they had good performances. To hire 

student trainees it also depends on positions 

available” 

“Yes, some of them got promoted to higher 

level as they performed a very good work. 

when we had a higher position fit to their 

performances, we promoted them.”  

Yes 

Good 

performances 

Yes, due to 

position 

available  

 

2 Yes if they are 

good enough 

and if we have 

positions 

available 

“Yes, many of them were hired after 

internship competed because it’s our vision 

to be employer of choice for graduated ones 

because we want to encourage them to give 

them the opportunity to work in our company 

so we want to support them with  job and 

another things is easier for human resource 

recruitment as we can save cost somehow” 

“To get promoted depends on opportunities 

and careers path, actually after we hired 

them; they are one of our employees so it will 

Yes 

Good 

performances 

Yes, due to 

position 

available  

 



go automatically in the system of the 

promoting process.” 

3 Yes if they are 

good enough 

and if we have 

positions 

available 

So far no one 

ever got to a 

higher level as 

they think it is 

too hard for 

them 

“Yes, because I can see their abilities and 

also they already know about the hotel. As 

they stayed and worked with us for 3 months 

its quite long enough to know about working 

process and some of them are very smart and 

open mind  also good attitude” 

“In my experience since I worked here for 3 

years. No one got promoted yet because some 

of them think to get higher position is too 

difficult for them.” 

Yes 

Good 

performances 

No, lack of 

confidence 

4 Yes if they are 

good enough 

and if we have 

positions 

available 

Never happened 

“Of course, One student came to train here 

and after she finished her internship at that 

time I was shortage of staffs so I thought 

about her and I called her. Actually I hired 2 

student trainees to work as permanent staffs 

now.” 

“I didn’t promote anyone to higher level yet.” 

Yes 

Good 

performances 

Yes, due to 

position 

available  

 

5 Yes if they are 

good enough 

and if we have 

positions 

available 

Yes we already 

“We hired many trainees I think more than 

10 persons because we know how they work. 

We know their attitudes that are why when 

positions are available I'm thinking of the 

previous student trainees first before people 

who just applied at the hotel.” 

Yes 

Good 

performances 

Yes, due to 

position 



have promoted 

some to higher 

level 

“Yes, Some get promoted when we have 

higher position available”  

available  

 

6 Yes some of 

them are very 

good and 

perform as they 

were real 

employees 

They get 

promoted after a 

certain time if 

they good 

enough  

 

“Yes, Some student trainees are very 

interesting. They are very helpful and help 

our team a lot, also intelligent. Some of them 

can work well as same as they were one 

employee.”  

“After one or two years they got promoted to 

higher level as they worked better and better. 

Normally we always have position for them if 

they have enough experience” 

Yes 

Good 

performances 

Yes, due to 

position 

available  

 

 

Q7. What are the most important problems experienced when employing student trainees? 

 – How to solve the problems? 

Respondent Response Answer Code 

1 Lack of creativity 

and absenteeism 

Try to have a 

discussion with 

them 

“Sometimes if they are creative, they 

don’t have any ideas. They just do what 

they have to do, follow the tasks  and 

also the absenteeism problem. 

Personalities can also be a problem 

that I am used to face with.” 

"To solve the problems I would talk to 

Lack of creativity 

and absenteeism 

Communication 



them first to correct them." 

2 Lack of maturity 

and absenteeism" 

Being strict, 

coordinate with 

their department 

to make them 

progress  

“The problem is I think, some of them 

are not mature enough. We face the 

problem about lack of responsibilities, 

They are absent for no reasons. 

So we try to be strict on the schedule  to 

let them scan the finger before they 

start to work every day and we try to 

encourage them to be more responsible 

in order to complete their training 

program efficiently. Sometimes we 

coordinated with department when they 

have any problem, we support them and 

try to give them the solution” 

Lack of maturity 

and absenteeism 

Being strict and 

check with 

department 

3 Lack of 

motivation 

I tell them that if 

they perform well 

we may have a 

job for them 

“Well, After we hired the student 

trainee they just work here for short 

time and then they move to other hotels. 

Some student trainees give up easily 

and leave” 

“To solve this problem I found the way 

to motivate the team. I have to talk 

clearly with them, if you work with us 

for a while if you open mind and have a 

good attitude and good performance so 

when we have a position available you 

will be our first choice this is how to 

motivate them and always support them 

don’t leave them alone.” 

Lack of motivation 

Boost up their 

motivation 



 

4 Only had problem 

once with a 

difficult 

personality 

Discussion and 

we solved it 

 

“I used to have one student trainee who 

made problems, but it was not  big 

problems. It was just small problems 

with her personality and created issues 

with the team, but  anyway I talked and 

discussed with her about her 

personality problem after that it was 

ok” 

Personality 

problems 

Communication  

5 Trainees are not 

flexible 

Explain them that 

we need them and 

they have to work 

as they were 

employees 

“The problem is trainee can’t work 

long hours, also can’t work till late at 

night, but I think they should work as 

same as permanence staff. Sometimes 

finish work a little bit late because they 

should know the real job situation.” 

“To solve this problem. I asked them to 

work longer, but I explain them the 

reason why and the benefit of working 

longer hours.” 

Lack of flexibility  

Make them 

understand that 

they are the same 

as employee 

6 Lack of 

confidence and 

laziness 

Discussion and 

regularly check 

on them 

“Sometimes they have no self-confident, 

that’s effect a lot as they work in 

operation. So they can’t perform well 

as they are too shy  

Another problem is lazy ,too chill and 

they think like they are just student 

trainees not employees so they are not 

devoting themselves to work. 

Lack of confidence 

Lack of motivation 



To solve problem I need to talk to her 

and explain her how to be confident 

and sharing my experience to her. For 

the laziness problem I told her what a 

good point to work here is and made 

her understand I keep follow up and 

check. After that she tried and got 

better.” 

 

Q8. Did you ever have to stop an internship before the end?  Why? 

Respondent Response Answer Code 

1 Yes due to 

misbehavior 

“Yes, because they didn’t perform well or 

against the rules and regulations.” 

Yes. 

Against  the 

rules 

2 Yes, twice as 

they just 

disappeared  

“Yes I think twice because they were absent for 

no reason. Sometimes they just disappeared 

from the training program without informing 

their teacher or us so I had to stop them” 

Yes, 

Absenteeism  

3 Yes, did not 

follow the rules 

It happened one 

time 

“Yes, because they didn’t follow the rules , the 

time is very important ,also about 

responsibilities and did not groom  properly. 

Since I worked here , 3 years, 1 student trainee 

had to stop internship” 

Yes 

Against the 

rules 

4 Never “No, Never” No. 

5 Never “We never did because the persons I choose  to 

work I’m sure that they can work with us,  they 

No. 



fit for us” 

6 Never “No, never because when they have some 

problem I get to talk to them and follow up” 

No. 

 

Q9. Did you ever receive comments or complains regarding performance of one of your trainee? 

Respondent Response Answer Code 

4 No “No for both comment and complain” No. 

6 Yes to 

congratulate 

them about their 

performance 

“Yes, I received comment from the guests. They 

said that my students’ trainee worked as well as 

employees because she can perform well, 

communicated well and have knowledge about food 

& beverage. Also gave suggestions about food to 

guests. Since I worked here I got 2 comments from 

the guests about student trainees” 

Yes. 

Perform 

well. 

 

Q10. As you are the one working with the trainees do you think the selecting process would be 

more efficient if you were the one conducting the interview?   

Respondent Response Answer Code 

4 I am already doing 

the interviews 

“Actually I have a chance to select student 

trainees in reservation department so it’s 

efficient as I’m the one who interview the 

student.” 

Yes 

6 Yes it would, I 

could learn more 

about them and 

“If should be good If I can be the one who 

interview them because it’s would be good to 

talk to them and tell them about general 

Yes 

To know 



build stronger 

relationship 

information in the restaurant and also it’s a 

way to  build the relationship with them and 

know about her personality if its suitable 

with our restaurant or not” 

their 

personality  

 

Q11. As your manager is the one who working with the trainee, do you think the selecting process 

will be more efficient if he/she were the one conducting the interview? 

Respondent Response Answer Code 

3 No as I 

personally know 

each sections 

and what we 

need 

“Actually it’s only me who interview the student 

trainees. In the front office it  will be 3 sections, there 

are guest relation, tour coordinator excepted the 

reservation I don't interview them. For my department 

only me interviewing them is fine because I have 

experience in every section so I know who suitable for 

which sections.” 

No 

5 Yes I send them 

to the manager 

sometimes 

“Yes, Sometimes I send them to the managers after I 

interviewed them. I think the manager should know 

their future student trainees. If the manager doesn’t 

know the people who going to work with them it may 

cause problems.” 

Yes 

Q12. What are the benefits of having student trainees in the company? 

Respondent Response Answer Code 

1 Extra free 

manpower and 

promotion to our 

hotel 

“ The best benefit for our company is that 

we have free labors and also student 

trainees that can promote or tell about our 

hotel to their universities which will help 

Extra 

manpower 

PR 



them to know more about our hotel.(word 

of mouth)” 

2 To improve our 

team by training 

the students, free 

manpower. We 

give knowledge to 

students as well 

“First thing is to improve our team 

members to be a good trainer in their 

departments. Another thing is saving cost 

in the same time we have extra man power. 

However we give the student trainees 

benefit as well. We give them the 

knowledge, skills. It’s practical skills” 

Extra 

manpower 

improve our 

team member 

to be a good 

trainer 

3 They are benefic if 

they perform well 

“If they know a lot they helping us a lot. 

When I have a student trainee I always tell 

my staff to push them to work as 

permanence staff, but we need to keep an 

eye on them.” 

Extra 

manpower 

 

4 Free manpower as 

we always face 

shortage situation 

“Many benefits for us to have a student 

trainees come to our hotel because it’s not 

only student trainees will get the benefits of 

course the company will get more benefits 

from them. Here in reservation we always 

have the shortage of staff problem. So 

student trainee can replace. They help us a 

lot.” 

Extra 

manpower 

 

5 To reduce 

manpower cost, 

about 10% per year 

“We got the support from them as we can 

reduce man power cost. In my department, 

every year we cut about 10 % for man 

power cost. Especially in banquet 

function.” 

Extra 

manpower 

Reduce cost 



6 Free manpower and 

give a chance to 

exchange 

experience and 

knowledge 

“Fantastic question, Well in my opinion 

We don’t have the salary for them it’s 

mean it’s the way to save cost for our 

company. Next benefit is about relationship 

and experience sharing as they might have 

learned something I never know they can 

share for me and it can help me to have an 

idea to develop something in our 

company.” 

Free 

manpower  

Exchange 

experience  

 

Q13. To your opinion university student from which faculty is suitable for your department? 

Respondent Response Answer Code 

1 Human resource but 

any faculty could be 

alright" 

“ Human resource Management It 

would be good as they already know 

in details about department ,but  

others faculties such as Arts major 

English, Any faculties can work in 

HR” 

Human Resource  

faculty (concern 

with department) 

and any faculty 

2 Any faculty as long 

as they have strong 

communication skill  

“For my opinion, Any faculties. I 

concern about their skills such as 

communication skill.” 

Any faculty 

3 Hotel and tourism or 

hospitality 

“Hotel and tourism , or hospitality, 

but many of our staffs didn’t 

graduated from hotel and myself I 

graduated from tourism in MBA ” 

Hotel and tourism 

4 Hotel and tourism 

but any faculty 

“I think the student from hotel and 

tourism but anyway any faculties can 

Hotel and tourism 



should be alright  be student trainees in my department 

depends on their interested.” 

Any faculty 

5 Hotel and tourism 

but any faculty 

should be alright  

“Hotel and Tourism ,but normally no 

specific ,but hotel and tourism 

faculty would be good because they 

will already know about many thing 

about hotel such as hotel knowledge , 

service mind” 

Hotel and tourism 

Any faculty 

6 Hotel and tourism 

but any faculty 

should be alright  

“Hotel and Tourism management 

would be good, but any faculty can 

be train here.” 

Hotel and tourism 

Any faculty 

 

Q14. What are the qualifications (qualities / skills) that you expect from student trainees working 

in your department? 

Respondent Response Answer Code 

1 Respect and 

punctuality. Basic 

English as we have 

expats working with us 

and basic computer 

skills 

“Mutuality because sometimes 

student trainees have to deal with 

older people or seniors. Self-

discipline because they have to 

follow company rules and 

regulation so I like the person 

who can be a good example even 

they are just the student trainees. 

They must come to work on time 

and good behavior.”Basic 

English is also important because 

we have expats in our company. 

Respect, 

punctuality, basic 

English, computer 

skills  



Computer skill is something basic 

as MS office that they all should 

know how to use it.”For me I like 

creative ones, I like the trainees 

who can support the HR 

activities. 

2 Communication and 

listening. English 

communication as we 

have expats working 

with us , IT skills as we 

are dealing with 

computers and the last 

one interpersonal skills 

“I need the one who have good 

communication skill to 

communicate with people and 

also to listen others and also 

approachable, creative. 

Approachable means you are 

very easy to get in touch or easy 

to talk with. Building good 

relationship. For the student 

trainees I can find not very wild 

skills at least they are 

experienced then I can required 

more  if I could say I want them 

to have rather English 

communication skill because we 

have to do the training for the 

expats as well and reporting by 

using computer skill or 

interpersonal skill is needed when 

they talking to a lot of audiences. 

” 

Communication, 

listening, English 

communication, IT 

skills, interpersonal 

skills 

3 Language skills as 

systems can be learning 

“First and the most important for 

us is language skills because the 

Language skill, 

computer skill, 



easily. Computer skill, 

communication as it is 

important in Front 

office. Flexibility 

system we can learn in each hotel 

use difference system so we can 

learn even myself I learn from 

this hotel as well. Computer skill 

also. Communication also 

important as well because front 

office faces with the guests all the 

time.  Flexible in the time if we 

need help during busy period” 

communication 

skill, flexibility  

4 English skill, computer 

skill ,attitude and 

responsibly 

“English skill, Computer Skill 

,Attitude and Responsibly” 

English, computer 

skill, attitude, 

responsibility 

5 "Enthusiastic good 

attitude and creativity. 

Language skill is 

important as well 

“Enthusiastic, Good attitude is 

very important. We need good 

attitude and service mind people. 

I don’t need computer skill or 

document things. Also good idea, 

creative. Can’t forget that 

language skill is very important” 

Enthusiastic, good 

attitude, creativity, 

language 

6 Basic knowledge of 

F&B and hotel and 

little bit of computer 

skill. Communication 

and teamwork are also 

important to get along 

with colleagues 

“Basic knowledge about hotel, 

food & beverage, language skill, 

self -confidence and little bit of 

computer skill would be ok. 

Teamwork also because we work 

with many people” good attitude. 

Communication also because it’s 

not only communicating with the 

guests, but with colleagues in 

restaurant and kitchen. The way 

Basic knowledge of 

F&B, computer 

skill, 

communication 

skill, teamwork 



of communication is important as 

it’s the way to deliver messages 

so they should know how to speak 

smoothly and softly to others. 

How to ask help to from others 

people from difference 

department.” 

 

Q15. Regarding these qualifications which are the eliminating ones? 

 

Respondent Response Answer Code 

1 English, computer 

skills, creativity 

and achievement. 

“English, computer skills, creativity 

and achievement.” 

English, computer 

skill, creativity, 

achievement 

2 Communication “The most importance one, I would say 

communication because when you have 

the information you to tell to others 

people, you should have a good 

memorize. You must have a good way 

to inform the members the right 

message to them or train them 

according to the standard”  

Communication 

3 Language skill as 

it necessary to talk 

to guests 

“Language skills in English as I said 

at the beginning to talk to the guests, 

boss know how to answer their 

questions and solve the problems.” 

Language skill 

4 Language skill as 

it necessary to talk 

“English skill” because for the 5 stars 

hotel we used only English language. 

Language skill 



to guests So, The English skill is the most 

important.” 

5 Good attitude and 

language skills 

“Good attitude and language skills” Good attitude, 

language skill 

6 Good attitude, 

communication 

and language skills 

“Language skill and good attitude are 

very important to work in service 

industry and communication. 

Good attitude, 

language skill 

 

Q16. Could you please evaluate the selecting process of recruiting student trainee from the past to 

the present? 

 

Respondent Response Answer Code 

2 We only had 

interview so we 

could not test them. 

As some 

departments need 

workforces they 

passed easily 

“I could say that the previous process that 

we did only had the interview. For example 

the student trainee will contact our hotel 

and then they just inform us they want to be 

trained in our company. Then we make an 

appointment and they come for interview. 

So mostly they passed the interview because 

some department need more man power. We 

don’t have any system for screen them. Only 

know their personality and idea by 

interview them. So I don’t think we got the 

right person compare to the new process I 

think it’s more effective because we can 

have the right person in the tests as its 

divided into different departments for 

example like kitchen ,F&B and front office 

Improvement 

 



as its about customer service ,so for their 

English test its more about interpersonal 

like English communication tests ,so I think 

these tests and process we can know even 

they are potential or not also know if they 

are suitable for the department which they 

want to go because after they do the test we 

can see that if they are fit with the 

department or not and then we do the 

interview it’s like we do double screen. I 

think this is benefit to the department as 

well as they will be trained here and if they 

are 4th year students in university and they 

perform well they can be our choice of 

employee” 

3 We have a better 

process now with 

the new English 

test 

“With the actual process now they have a 

proper English test so it’s better than before 

of course. If they can pass over there it’s 

fine for me.” 

Improvement 

 

5 It been improved as 

now we can select 

better the 

candidates 

“The process mean when learning & 

development select the student trainee 

right? It’s very good now. It’s better than 

before because they added the testing part 

to the process. so we more carefully about 

selecting person to work with us.” 

Improvement 

 

 

 



Q17. What do you think about new application form? What would you like to add to make it 

more efficient? 

Respondent Response Answer Code 

1 Good 

More data like ID 

number and ask 

more about job 

experience 

“Maybe we need more personal data such as 

number of ID card because sometimes if we 

have any problem.” For the 2nd pages on the 

bottom should add on more column of 

summary the period of training and which 

department. Others detail is very good 

already.” 

Good 

ID card 

number, job 

experience 

2 Good 

Reference from 

previous 

employers to 

check the past of 

candidates 

“So far I don’t think if  it need to add 

something more maybe reference from the 

previous company if they worked before 

because we don’t know if they had been stop 

from the previous company or not ,So its 

benefit for us” 

Good 

Reference 

checking 

3 Perfect as it is 

now 

“I think its fine, Yes, It’s great. It has all 

needed detail here.” 

Perfect 

4 Perfect as it is 

now 

“It’s already good” Perfect 

5 Perfect as it is 

now 

“The application form looks like the same 

permanence staff. I think it is ok as every 

detail is cover in this 2 pages” no need to 

add anything.” 

Perfect 

 

 



Q18. What do you think about the new English tests? What would you like to add to improve it? 

Respondent Response Answer Code 

1 Very good 

I don't have to add 

anything 

“It’s very good tests for operation 

department because they will have to 

serve foreigner customers. The question 

is very good as it’s divided in to 2 parts 

about English grammar and hotel 

vocabulary. I have no idea about add or 

improve it” 

Good 

Nothing to 

add 

2 English test is perfect 

and the rest help us to 

know which department 

are more suitable for the 

trainees 

“For the English test it’s ok, I think it’s 

good enough because we can know who 

is better in front office or who is better in 

F&B or who is better in kitchen. The 

tests are clear as it’s divided into 

department. 

Good 

Nothing to 

add 

3 Good but a little bit too 

hard 

“Yes its good enough, but little bit too 

much for the student trainees and little 

bit difficult because when I was the 

student trainee I also got the headache 

when I had to do a lot of tests. it’s ok if 

pass like 50%” 

Good 

Nothing to 

add 

4 Good but in the English 

test the trainees should 

have to fill the answers 

of the receptionist, not 

the guest ones 

“Actually it’s very good, but one thing 

that I would like to comment is the first 

exercise. Actually the student should fill 

the answer of the receptionist, not the 

guest. The least is already good” 

Good 

Nothing to 

add 

5 Very good “Nothing to add it’s very good it’s good Good 



I don't have to add 

anything 

enough to evaluated the student 

trainees.” 

Nothing to 

add 

6 Very good 

Maybe add few 

questions about Food & 

Beverage 

It’s good and surprised me as I didn’t 

know before the student trainees have to 

do these tests. I thought they just have to 

do interview. The test is covering about 

everything in F&B also caption order” 

“To improve it I think you should add 

some part about beverage such as wine 

or coffee ,but just little bit not so much 

and about difference type of food” 

Good 

add some 

part about 

beverage 

type of 

food 

 

Q19. What other language would be an advantage for your department? 

Respondent Response Answer Code 

1 Chinese as we have 

Chinese guest 

“Basic English is good enough The others 

language skill for example Chinese because 

we have lot of Chinese guests and also they 

can help learning and development 

department to conduct the Chinese training 

course.” 

Chinese 

2 Chinese as we have 

Chinese guests 

“I think Chinese language because 

nowadays we have more customers come 

from China or even from Singapore So, 

Chinese is will be benefit for us. So we can 

learn. 

Chinese 

3 Chinese as we have “Chinese, Japanese and French those 3 Chinese, 



Chinese guests, 

French and Japanese 

languages are quite important because in 

our hotel they are the biggest market. We 

have only one Chinese assistance manager, 

so when she has day off. If need someone to 

support us.” 

French, 

Japanese 

4 English is enough “No Other languages. I think It’s only 

English.” 

English 

enough 

5 Chinese and 

Japanese as we have 

a lot of tours from 

these countries 

“Japanese and Chinese because We have 

Japanese  like 10% and Chinese is as 

importance as English now because we 

have a lot of Chinese tour coming to our 

hotel” 

Chinese 

Japanese 

6 Chinese, French and 

Japanese as these 

countries are not 

good in English 

skills, maybe also 

Russian 

“For my opinion English is the first then 

French, Chinese and Japanese because we 

have a lot of guests from those countries. 

They couldn’t speak English at all. Russia 

also, but not very much. Guest from French 

can’t speak English well as same as Thai 

people.” 

Chinese, 

French, 

Japanese, 

Russian 

 

Q20. With the coming ASEAN, what will be the impacts on the selection process?  How?  

      How to prepare the selection process? 

Respondent Response Answer Code 

1 We will face of English 

skills as others 

countries are better than 

“it’s about English language  as Thai 

student lack of English language to 

compare with others country in south 

Lack of 

language skill  

Improvement 



us, I worry about our 

employees 

Improve selection 

process with proper 

English tests 

east Asia that might make them have 

less chance to be choose from the 

organizations ,but anyway I don’t 

worry so much about student trainee 

I consider more about our staffs. 

To prepare selection process, just 

about the tests if we have proper 

tests such as English tests or any 

others test in English. It will be 

proper process. 

of the English 

test 

2 We will have to face a 

language crisis as other 

countries speak better 

English than us 

We have to face 

difference of services as 

standards are different 

in other countries 

“The impact is about the language 

,it’s a big impact. If they can speak 

the English well so They know what 

the guest need and response to the 

request better. Another one if we hire 

the trainee from others country I 

don’t know if the service their and 

here are different, but it’s my opinion 

it’s not the same so we can know the 

style of service from others country 

as well.”  

Lack of English 

skill 

Face difference 

of culture 

Learn about the 

different 

culture 

3 It will impact us but I 

am sure Thai students 

will work hard to face 

it. Only point is that 

Thai students are lazy 

and will need to work 

about it. They should 

maybe concentrate on 

“Yes, I think is impact to selection 

process of Thai student for sure 

because we have more choices, but I 

think now Thai students are study 

hard and a lot of Thai students can 

speak very good English. But they 

are little bit lazy it’s the thing that 

they should improve as they have 

Not real impact 

as Thai student 

will be able to 

face it 



learning more 

languages 

more competitors now. So they need 

to be a little bit more active. If they 

know more languages more 

opportunities for them to work with 

us.” 

5 I don't think it will 

impact us that much as 

we are ready to handle 

it 

“AEC  I don’t think its impact the 

selection process because  I think we 

can get the trainees from neighbor 

countries also as the process of 

selection has been develop so I think 

is ok” 

Not real impact 

Selection 

process already 

ready 
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Appendix III 

 

 The appendix III includes the previous student trainee‘s application form, the new 

student trainee ‘s application form which has been developed by the researcher, new English tests  

including English grammar and vocabulary, English for Office, English for Front Office, English 

for Food & Beverage, English for Housekeeping and English for Kitchen created by the 

researcher during her internship to be used in the selection process of student trainee by the 

Learning & Development division of the Amari Watergate Bangkok. 

 



 

 

 

 

 

 

 

 

 

 

 

 

 

PREVIOUS APPLICATION FORM 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 





 

 

 

 

 

 

 

 

 

 

 

 

 

NEW APPLICATION FORM 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 



                     

          STUDENT TRAINEE APPLICATION FORM 

                         ใบสมคัรนกัศกึษาฝึกงาน 

 

                                                               

Position applied for ตําแหนง่ทีต่อ้งการฝึก:                                                      DATE วนัท ี:่ ________ 

1.__________________________2._________________________3.__________________________ 

Training period  ระยะเวลาการเร ิม่ฝึกงาน : _______________________to ถงึ________________________ 

 
                                                            PERSONAL DATA ประวตัสิว่นตวั 

 
 
 

 
Name and Surname  (in Thai) 
ชือ่และนามสกุลภาษาไทย 
 
 
 
 
Name and Surname (in English) 
ชือ่และนามสกุลภาษาองักฤษ 
Mr./Mrs./Ms. 
 
 

 
Nickname ชือ่เลน่: ____________________________ 
 
Age อายุ :___________________________________ 
 
Nationality สญัชาต:ิ___________________________ 
 
Religion ศาสนา:______________________________ 
 
Date of  Birth   วนั เดอืน ปีเกดิ :___________________ 
 
Height สว่นสงู:_____            Weight นํา้หนกั:_____ 
 
 

Present Address : 
ท ีอ่ยูป่จัจบุนั 

Telephone Number: 
โทรศพัท ์

Institute สถานศกึษา :                                                    Advisor        อาจารยท์ ีป่รกึษา:     
                                                                                       Telephone number โทรศพัท:์ 

Faculty คณะ:                                       Major วชิาเอก:                                     Minor วชิาโท: 
Years ปี: 

Please  state your  training history เคยไดร้บัการฝึกงานจาก : 

1.Employer บรษิทั/ หนว่ยงาน______________________Position ตําแหนง่______________Period ระยะเวลา______ 

2.Employer บรษิทั/ หนว่ยงาน______________________Position ตําแหนง่______________Period ระยะเวลา______ 

 
 
Languages (List Foreign Languages Only) 
 

Foreign languages Understanding Speaking Reading Writing 
Good  Fair Poor Good  Fair Poor Good  Fair  Poor  Good  Fair  Poor 

1.  English              

2.             

3.             

 

 

PHOTO 
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Typing skill พมิพด์ดีไดก้ ีน่าทตีอ่คํา  E องักฤษ _______________ T ไทย_____________ 

Computer training  ความรูด้า้นคอมพวิเตอร_์___________________________________________________ 

 
List Other Special skills  ความสามารถพเิศษอืน่ๆ 
1.__________________________________________________________________________________ 

2.__________________________________________________________________________________ 

3.__________________________________________________________________________________ 

 

 
In case of emergency, please notify contact person โปรดระบุบุคคลทีส่ามารถตดิตอ่ไดใ้นกรณีทีท่า่นประสบอุบตัเิหตุ 

Name ชือ่_________________________________________ Relation เก ีย่วขอ้งเป็น___________________ 

Address ท ีอ่ยู ่______________________________________ Telephone number โทรศพัท_์_____________ 

 

  

I certify that statements made by me in this application are true, complete and correct. A false statement or 

dishonest answer to any questions maybe ground for my immediate discharge from student trainee with the 

company.  

ขา้พเจา้ขอรบัรองวา่ขอ้ความท ัง้หมดทีข่า้พเจา้ใหไ้วเ้ป็นความจรงิทุกประการ หากขอ้ความตอนใดเป็นความเท็จหรอืไมต่รงกบัความจรงิ 

ใหถ้อืเป็นหลกัฐาน เพือ่ยกเลกิสญัญาฝีกงานไดท้นัท ี่ 

                           Signature ลายเซ็น____________________ 

                                                                                     Date วนัท ี_่_________________________ 

 

FOR LEARNING & DEVELOPMENT DEPARTMENT 

CO-ORDINATOR, LEARNING & DEVELOPMENT MANAGER, LEARNING & DEVELOPMENT 
Comment : 

_______________________________________ 

_______________________________________ 

_______________________________________ 

_______________________________________ 

 

Comment : 
__________________________________________ 

__________________________________________ 

__________________________________________ 

__________________________________________ 

 
DEPARTMENT HEAD DEPARTMENT HEAD 

Department :________________________________ 
Comment : 

________________________________________ 

________________________________________ 

________________________________________ 

________________________________________ 

 

Department :_________________________________ 
Comment : 

_________________________________________ 

_________________________________________ 

_________________________________________ 

_________________________________________ 
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Part I   English Grammar Test 
Directions: Please select the best option to complete the following sentence: 

1. Are there ______ apples in the kitchen? 

a)  much  b) any  c) some  d) a 

2. That is _____ interesting book. 

a)  the   b) a  c) an  d) - 

3) I went ______ church last Sunday. 

a)  at   b) in  c) to  d) on 

4. What _____ he like? - He is very friendly. 

a)  does  b) did  c) is  d) has 

5. I ________ a new car last month. 

a)  bought  b) has bought c) buy  d) did bought 

6. How ________ money do  you have in your pocket? 

a)  many  b) few  c) much d) some 

7. He came ______ home late last night. 

a)  -   b) at  c) to  d) in 

8. Jack is a nice boy, and I like _____. 

a)  -   b) him  c) his  d) it 

9. I get up ______ seven o'clock every day. 

a)  in   b) on  c) at  d) to 

10. I like __________ music. 

a)  listen   b) listen to c) listening to  d) to listen to 

11. Would you like _______ coffee? 

a)  any   b) an  c) some d) to 

SUBJECT:  ENGLISH TESTS FOR STUDENT TRAINEE    TIME:  30 MINUTES 
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12. _________. Is there a post office near here? 

a)  Please  b) Excuse me c) Pardon d) Hey 

13. I went to Paris three years _____. 

a)  last  b) ago  c) time past d) yet 

14. Today is __________ than yesterday. 

a)  hoter b) more hot c) hotter  d) more hot  

15. I'm going home ______ it's late. 

a)  why b) that  c) because d) so  

16. Is there ____ who can help me? 

a)  anyone  b) someone c) some people d) person 

17. What _____ you like to drink? - A glass of water, please. 

a)  are  b) do  c) would d) did 

18. How _____ do you go to the gym? 

a)  usually b) often c) ever  d) much 

19. _____ your books. We'll need them in class today. 

a)  Forget not b) Don’t forget c) Forget  d) I forget  

20. What _____ he like doing in his free time? 

a)  is  b) does   c) would d) do  

 

 

______________________________ 

 

 

 

 

 



 

Part II English for hotel 

Hotel vocabulary quiz  

1. If you’ve never been to this city, you should take a look at our_________. 

 a)  menu   b) brochures c) front desk  d) inn 

2. If you need to do your workout we have a ________on the 8th floors. 

 a)  restaurant   b) spa  c) fitness d) kitchen 

3. _________will clean your room every day at about 11 am. 

 a)  Waiter   b) Housekeeping c) Receptionist  d) Bellboy 

4. If the room that they want is not available, what will you say? 

 a)  I apologize for that  b) Thank you c) Never mind d) You’re welcome  

5. Who is a bellboy? 
 a)  A boy who sounds like a bell. 

 b) Someone who carries your belongings to your hotel room.  

 c) Someone who opens the door.  

 d) A boy who serves you food. 

6. If you want a meal from the hotel delivered to your room you ask for ____. 

 a)  the chef  b) food centre  c) the kitchen      d) room service  

7. Sometimes hotels offer a transportation service to and from the airport. This is called ____. 

 a)  taxi service  b) van service  c) shuttle service     d) aero service 

8. If you specifically request a room where no smoking is permitted you ask for a ___ room. 

 a)  anti-smoking  b) contra-smoking c) stop-smoking d) non-smoking 

9. What is another name for a Concierge? 

 a)  Receptionist  b) Conserje c) Doorman d) Porter 

10. A standard breakfast, consisting usually of cereal and toast with jam is referred to as ____. 

 a)  a continental breakfast  

  b) a buffet breakfast 

 c) an English breakfast  



 d) an American breakfast 

11. What is the opposite of check-in? 

 a)  check-out  b) check- off c) check-on d) check-it-out 

12. Another name for two single beds is ____. 

 a)  big beds  b) twin beds c) double beds d) king-size beds  

13. When you are not ready to check-out early in the morning you can request a ____. 

 a)  extend check-out  b) long check-out c) later check-out d) late check-out 

14.The main entrance hall of a hotel is called ____. 

 a)  the pool  b) the lobby c) the sauna d) the restaurant 

15. The people that clean your room are called ____. 

 a)  nannies  b) maids c) waiter  d) dirt technicians 

16. The housekeeping department is responsible__________. 

 a)   for preparing the guest’s room  b) for preparing food 

 c)   for preparing documents   d) for preparing the program 

17. You meet the guest at the lobby, how do you greet them? 

 a)  Hey    b) Good morning  c) Hi d) Hello 

18. Which phrase is not used for asking permission. 

 a)  Sure     b) May I come in?  

c)  Could I use your umbrella ? d) Can I turn on a radio? 

19. Which phrase is different from others? 

 a)  Get to go now. b) Thank you c) I must go d)   Good bye  

20. Which phrase is not used for ask apologize? 

 a)  I’m very sorry b) Pardon c) Excuse me d)   Thank you 

 

----------------------------------------------------------- 

 

 



 
 
 

 
 

I Directions:  Please complete the dialogue below. 

Booking a room in a hotel 

Receptionist: Good afternoon. Amari Watergate  Bangkok. How can I assist you? 

Mr. Roberts:1. _____________________________________________________ 

Receptionist: Certainly, sir.2.__________________________________________? 

 Mr. Roberts: Just for tonight. How much does it cost? 

Receptionist:3. __________________________ full -board or half-board? 

Mr. Roberts: Half-board please. 

Receptionist: In that case it's 3,000 baht per night 

Mr. Roberts: 4.______________________________________________________? 

Receptionist: For breakfast, its start from 6.00- 10.30 am, sir 

Mr. Roberts: That's fine. Just one more question.  5.____________________________ ? 

Receptionist: The car-park is right beside the hotel. 

Mr. Roberts: That all sounds fine. Thank you very much. 

Receptionist: 6._________________________________. 

 
II Directions: Please translate into Thai (แปลความหมายของคาํต่อไปนี)้ 
 
1. Connecting Room =___________________ 2. Double Room =_________________________ 

3. Twin Room =_______________________   4. Extra Bed =____________________________ 

5. Single Bed =_________________________ 6. F.O.C - Free Of Charge =_________________ 

7. Reservation =_________________________8.Receptionist =__________________________ 

9.Wake-up call=_________________________10. Late check-out=_______________________ 

11. Complimentary=______________________12. Lounge=____________________________ 

13. Room deposit=_______________________14. Room service=_______________________ 

15. Extra keys=__________________________16. Half Board=_________________________ 

17. Full Board=__________________________18. Walk-in=___________________________ 

19. In-house guest=_______________________20. Overseas call=_______________________ 
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III Directions: Please answer the questions 

 

PLACES IN THE CITY 

 

1. Where is the police station? 
____________________________________________________ 
 
2. Where is the movie theater? 
____________________________________________________ 
 
3. Where is the store?   
  ___________________________________________________ 
 
4. Where is the train station? 
____________________________________________________ 
 
5. Where is the hospital? 
____________________________________________________      
 
6. Where is the school? 
____________________________________________________ 
 



IV. Directions:  Please give the short answer   

Situation 1 

 

If the guests complain that the room isn’t clean what will you do? 

_____________________________________________________________________________________

_____________________________________________________________________________________ 

 

Situation 2 
It's late and a guest comes to you to check in but the room type which they book is not available. This 
guest is tired and very upset. How do you handle the situation? 
 
_____________________________________________________________________________________

_____________________________________________________________________________________ 

 
Situation 3 
If the guest complain about the noise caused by the next-door. How will you deal with this situation? 
 
_____________________________________________________________________________________

_____________________________________________________________________________________ 

 
 
 
 
V. Match the statements in Column B with the statements in Column A which have the 
same meanings or which can be used in the same situation. Write the letters in the space 
provided. 
             Column A     Column B 
 
____1. May I take your suitcases?   a. Did you enjoy your trip? 
____2. Would you come this way please?  b. What’s your profession? 
____3.Where are you going from here?  c. Can I help you with the bags? 
____4. What do you do?    d. Please follow me. 
____5. How was your flight?    e. Have a nice day 
____6.I hope you had a nice stay here.  f. What is your destination? 
____7.May I see your passport, please?     g. Do you have any I.D.? 
 
 
 
 
 
 
 
 
 



 
VI. Choose the best answer  

1. A husband and wife  are at Front Desk. 
Guest : Hello , we’re the Smileys  
Receptionist :  
a. Oh , hi. How are you? 
b. Oh  hi How was your trip? 
c. Hello , I’m the receptionist. 
d. Good morning ,Mr. Smiley, Mrs. Smiley 

2. A guest wants to delay his check-out but  it is the high season. 
What should a receptionist say?______________________ 
a. That’s fine. The hotel is fully booked. 
b. I’m sorry, sir. The hotel is fully booked. 
c. Good morning. We don’t have free room 
d. I can’t find the room for you. 

3. A guest is checking  in and receptionist is asking him how he is going  to pay. 
Receptionist :__________________________________________________ 
Guest : Credit card. 
a. What is this ? 
b. How are you paying ? Cash or Credit card? 
c. Do you have cash,please? 
d. Would you like to pay by credit card? 

4. A receptionist is helping a guests fill out the registration form. 
Receptionist:____________________________________________________. 
Guest: M - C- G – I- V- E- R. 
a. What is your name, sir? 
b. Is your name McGiver? 
c. How do you spell your name, sir? 
d. Would you sign here, please? 

5. A guest is going out to see Bangkok. What should you say to him? 
a. Have a nice stay, sir. 
b. How are you today? 
c. Enjoy, sir 
d. Did you enjoy? 

6. What sentence can you use to introduce a colleague to a hotel guest? 
________________________________________________________ 
a. Sombat is my friend. 
b. Do you know my friend? 
c. This is Sombat,He is a Guest relation officer,sir 
d. Sombat is her,sir 

7. A guest calls from his room. 
Guest:I’m Mr.Seeborg in Room 111.I’d like to know if we can extend our stay 
until fifth. 

a. Hello. What can I do for you ? 
b. Good morning m, Mr. Seeborg. What can I do for you? 
c. Good morning ,Mr.Seeborg One moment please, I check 
d. May I help you ? 

 



VII. Read the advertisement, and then answer the questions below. 
 

   
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

1. What is the name of the hotel? 
________________________________________________________ 
 

2. Where is it? 
________________________________________________________ 
 

3. How many swimming pools are there? 
________________________________________________________ 
 

4. How long does it take from WALT DISNEY WORLD Resort to the hotel? 
________________________________________________________ 
 

5. Which number can you call for make reservation? 
________________________________________________________ 
 

6. Do they have football field? 
________________________________________________________ 
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I Directions: For the questions below, please choose the best option. 

1. I would be very interested in ......... for that job. 
a) entering       b)  working      c)  applying      d)  writing  

 
2. I'd like ___________ information, please. 

a) some    b) an      c) a piece     d)  piece 

3. To: All staff 
From: HR Department 
Please remember that your manager must agree any holiday dates before you complete a form. 
 
a) to ask staff for some information 

b) to explain how something is done 

c) to tell managers about a problem 

d) to tell CEO about special project 

 

4. Staff should tell Jane Fellows 

a) how many people have enrolled for the course. 

b) if they are interested in doing the course. 

c) which of the courses they have decided to do. 

d) Jane is interesting in accounting  

5.  I'd like to __________________________ you to Lisa, our database specialist 

a) Introduce   b)  assist       c)  meet       d)  inform 

6.  My __________________________ is $50,000 per year. 

a)     Salary        b) sale          c) coin          d) number 

7. When you pick up the phone to call someone you hear a____? 

a) ringer      b)  dial         c) bell            d) rain 
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BY:  LEARNING & DEVELOPMENT  

 



 

8. I never answer my________ while I'm driving. 

a) pay phone     b)  cell phone       c) home phone      d) car phone  

9. We have _____ decided to offer the job to Mr. Alexander. 

a) yet      b)  unless         c) to       d) already 

10. Ms. Dexter will _____ about the budget. 

a) repeat    b)  talk         c) say       d) extend 

11. Some companies offer their employees the opportunity to learn English  …... work 

a) in     b)  at     c) by       d) for 

12. He doesn't have the experience to _____ such a large department. 

a) supervise  b)  surprise     c) desire     d) decided 

13. The number of complaints has _____ in the last two months 

a) deducted   b)  allowed        c) decreased      d) called  

14. The _____ of the tests will be available in two weeks. 

a) opinions   b)  results        c) requests   d) offers 

15. Before you send out the report, Ms. Collins _____ to see it. 

a) would like  b) waiting   c) may   d) quickly 

16.  _____ I send a fax directly from the hotel? 

a) Ought            b)is better   c) Have   d) Can 

17. I think he's _____ a customer in Chicago. 

a) visiting          b) success   c) visit to   d) successful  

18. My company's ___ are in Berlin 

a) central  b) centrals    c) headquarter  d) headquarters 

19. Our_____ informs you about our offers 

a) paper  b) brochure    c) prospect  d) group 

20. _____ they lower their prices, we will have to change suppliers. 

a) Unless   b) However  c) Instead d) Therefore 

 

 



 

II. Directions: Match the words with their meanings. 
 
___1. reservation    a. a price lesser than the original one 
 
___2. follow-up    b. a ceremonious public dinner 
 
___3. banquet     c. an action that serves to increase the effectiveness of a 
 
___4. anniversary    first action  
 
___5. discount     d. an arrangement  
 

 e. an annual celebration of something 
 
III. Directions: Please read the dialog and answer the questions below. 
 

Ms. Sykes : Hello, good morning! May I speak to Mr. Smith, please? I tried to call him  yesterday   

but I couldn’t get through. What happened? 

Secretary : Yesterday was a holiday, madam. Could you hold on for a minute? I’ll put you  

 through to Mr. Smith. 

Ms. Sykes : Oh, yes I forgot that it was a holiday yesterday. Thanks!  

Secretary : Sorry madam, Mr. Smith is in a meeting right now. Would you like to leave  

 a message?  

Ms. Sykes : Yes, please. Can you tell Mr. Smith to return my call? It’s 550-7025-8956.  

 I’m calling from Mr. Roger’s office. 

Secretary : Sure. I’ll tell him. He’ll get back to you as soon as possible. 

Ms. Sykes : Thank you so much! 

1. Who was calling? 
 
____________________________________________________________________ 

 
2. Why wasn’t the caller able to contact the office the other day? 

 
____________________________________________________________________ 
 

3. What does the caller want from Mr. Smith? 
 
____________________________________________________________________ 

 
4. What is Mr. Smith doing right now? 

 
____________________________________________________________________ 
 

5. Where is Ms. Sykes’s calling from ? 
 

___________________________________________________________________ 
 



 
 
IV. Directions: Competed Rachel Winson’s letter of application using the following words. 
 
matches advertised command contact  notice   
apply       discuss involved welcome employed 
 
 
 
82 Peach Lane 
Hattiesburg Mississippi 34741 
 
10 January 2014 
 
Mr. James Bushman 
Human Resource Manager  
APS Corporation 
134 Davidson Street 
Aurora, Colorado 80707 
 
Dear Mr. Bushman: 
 
I am writing to 1._____________ for the position of supervisor receptionist which was 

2._______________in the Time Newspaper on 4 January 2014. 

 

I am presently 3._______________ by 4 stars hotel as a senior receptionist. I would 

4._______________the chance at  Sea Ocean beach hotel and as you will 5.___________on my enclosed 

resume, the job you are offering 6._________________both my personal and professional interests. 

 

My work experience has prompted me with operation procedures 7._______________in front office 

department. I am certain that my three-year experience will be beneficial to your hotel. In addition, I have 

good 8._______________ of both English and French. 

 

I would be pleased to 9.____________________ my qualifications with you in more detail at an 

interview. 

 

Please do not hesitate to 10.________________ me if you require further information. I am looking 

forward to hearing from you. 

 

Sincerely, 

 

 

Rachel Wilson. 



Would You Like to Leave a Message? 

          A= Secretary  B=Business Client 
 
A: Good Afternoon. Stellar Corporation. 
 
B: Hello. Can you put me through to Mary Jenkins 
     please? 
 
A: I’m sorry. She’s at a meeting with a client. 
 
B: Do you know when she’ll be back? 
 
A: She should be back by 2:00.  
     Would you like to leave a message for her? 
 
B: Yes. Could you tell her the new ads are finished? 
 
A: Certainly. Can I have your name please?  
 
B: My name is Jack Felspar. That’s F-E-L-S-P-A-R. 
     I’m with Spectrum Printers. And could you have 
     her call me when she has a spare moment. I need  
     to discuss the billing details.  
 
A: Does she have your number? 
 
B: I think so, but I better give it to you just to be sure. 
     It’s 314-274-5464. 
 
A: Alright, Mr. Felspar. I’ll have her call you when  
     she gets a minute/she’s back in the office.  
 
B: Thanks. I appreciate it. Have a nice day. 
 
A: You too. 
    

 

You are a secretary for the Stellar Corporation. Your boss Mary Jenkins is 
out so when business clients call, take their message. 

V. Directions:  Please read the dialog and competed the table below. 

 
 
 

Client Name Company Tel# Message 
 

Wants to Discuss 

     

     

 



 

 

I Directions:  Please complete the dialogue below. 

Server: Good Evening, Madam,1. _______________________________________? 

Guest: Yes, I'd like to have a mixed vegetable salad for appetizer. 

Server:2. ______________________________________________? 

Guest: I would like spaghetti with chicken.  

Server:3.______________________________________________? 

Guest: Chocolate ice-cream, please. 

Server:4.______________________________________________? 

Guest: A coke zero and an Evian.  

Server: Certainly, Madam. You have ordered a mixed vegetable salad, spaghetti with chicken and 

chocolate ice-cream for dessert. For drink, A coke zero and an Evian.  

Guest: That’s right. 

Server:5.__________________________________________. 

II Directions: Please translate into Thai (แปลความหมายของคาํต่อไปนี)้ 

1. dinner fork ________________________  8.Bread & butter knife_____________   

2. dinner plate________________________ 9. plate card_____________________  

3. bread & butter plate_________________ 10.salad fork_____________________   

4. dessert spoon______________________  11.white wine glass_______________ 

5. red wine glass_____________________ 12.water glass____________________ 

6. dessert fork_______________________ 13.soup spoon____________________ 

7. knife____________________________ 14.champagne glass_______________ 

III. Which word does not belong in each group? 

1. a. chicken b. duck  c. spinach  d. turkey 

2. a. orange  b. apple  c. longan d. carrot 

3. a. bean  b. tomato c. banana d. onion 

4. a. porter b. waiter c. cook  d. maitre’d 

5. a. knife  b. fork  c. spoon d. salad bow 

6. a. coffee b. whiskey c. salt  d. tea 

7. a. garlic  b. asparagus c pepper d. coriander 

8. a. oyster b. beef  c. shellfish d. squid 

9. a. boil  b. prawn c. grill  d. barbecue 

10. a. beef  b. veal  c. pork  d. fish 

 

 

SUBJECT:  ENGLISH FOR FOOD & BEVERAGE      TIME:  30 MINUTES 

BY:  LEARNING & DEVELOPMENT  

 



IV. Activity1 Choose the best alternative for each item. 

1. A glass of fresh coconut juice is very ____________ on a hot day. 

a.  luxurious  b. strong  

c.  refreshing   d. superb 

2. All my foreign friends agree that Thai food is _____________. 

a. delicious  b. refreshing   

              c. romantic        d. relaxing 

      3. A _______________ usually greets the guests and takes them to their table. 

 a. chef   b. bartender 

 c. hostess  d. cashier 

      4. In Love: a delightful river view restaurant. 

 “River view” mean _____________ 

a. in the river   b. overlooking the river  

c.   near the sea  d. away from river 

     5. Good afternoon. May I help you? 

        Yes, I’d like to____________ a table for two for tonight. 

a. reserve   b. reserves 

c. to reserve   d. a reservation  

 

   Activity 2 Choose the answer that similar in meaning to the word or phrase in italics. 

 

      1. The first person a guest meets would be the hostess, who would greet the guest. 

  a. seat   b. give   c. welcome   d. give the menu to 

      2. At a busy restaurant it is wise to book a table. 

 a. take a booking  b. make a reservation  c. go somewhere else  d. order slowly 

      3. The hostess accompanies the guests to their table.  

             a. looks after    b. takes    c. gives    d. introduces 

      4. The cashier makes up the bill. 

 a. totals up b. takes down  c. asks for  d. uses up 

      5. Most hotels offer perfect rendezvous spots for morning coffee, afternoon tea or cool cocktails. 

 a. quiet   b. ideal   c. busy   d. easy 

 

 

 

 

 

 

 

 



V. Match the expressions of the waiter in Column A with those of the guest in Column B. 

Column A           Column B 

_____ 1. How do you spell your name?    a. It’s too close to the band. 

_____2.What would you like for the main course?  b. Sunny side up, please. 

_____3.Will this table is all right?    c. R-E-E-V-E-S. 

_____4. How would you like your eggs done?   d. I’d like roast beef. 

_____5. Would you like anything else, ma’am?   e. No, thanks. The check, please. 

 

VI. Choose the best answer to complete the following conversation 

 Waiter     Guest 

1. a. When will you order, sir?   I’ll have a shrimp cocktail. 

b. Are you ready to order, sir? 

c. Why don’t you order, sir? 

 

2. a. What do you want for the main course? Let’s see... I would like the paper steak. 

b. What would you like for the main course? 

c. What do you need for the main course? 

  

3. a.     How is it cooked, sir?   Medium-rare, please. 

b. What kind of steak would you like? 

c. How would you like it cooked, sir? 

 

4. a. Would you like a salad?   No, thank you. Could I have some more water.  

b. Do you get any salad, sir? 

c. Can I sell you some salad? 

 

5. a. Yes ,sir. Hold on 

b. Certainly, sir. I’ll bring you some right away. 

c. Of course, sir I’ll take it. 

 

 

 

 

 

 

 

 

 

 



VII. Read the Door Knob Breakfast 

menu. The guest has ordered breakfast. 

Look though the order then transfer the 

items onto the CAPTAIN ORDER 

FORM. 

KINDLY ORDER YOUR BREAKFAST BEFORE 
RETIRING AND HANG THIS CARD ON YOUR 

OUTSIDE KNOB OR DIAL ROOM SERVICE NO.1 
FOR DIRECT ORDER 30 MINUTES BEFORE 

SERVICE TIME 
 

THANK YOU 
 

AMERICAN BREAKFAST 
SERVE IN YOUR ROOM 

 
FROM 6:00 TO11:00 AM 

 
FRUIT JUICE 

 
FRESH ORANGE JUICE  

PINEAPPLE JUICE   

GRAPE FRUIT JUICE 
 
        FRESH FRUIT 
MELON    BANANA 
ORANGE   MIX ED FRUIT 
 

EGGS 
BOILED EGGS  FRIED EGGS 
SCRAMBLED EGGS 
POACHED EGGS 
 
WITH           BACON         HAM 

                                        SAUSAGES  
 

            OMELETTES 
   PLAIN OMELETTE 

 HAM OMELETTE 
      CHEESE OMELETTE 

                MUSHROOM   OMELETTE 
 

BAKERY 
CROISSANTS   BROWN BREAD  

DANISH PASTRIES   ROLLS 
 

BEVERAGE  
COFFEE    EARL GRAY TEA 
LIPTON TEA  
 HOT CHOCOLATE 
HOT MILK  COLD MILK 
 

DESIRED TIME OF SERVICE BETWEEN 
 
 
FOR SPECIFIC PLEASE STATE  
NAME _______________________ROOM NO.____ 
DATE__________________FOR_______PERSONS 
 
SIGNATURE________________ 

CAPTIAN ORDER 

DATE________NAME OF GUEST _________________ 

TIME OF SERVICE _________________ 

SERVER                ROOM NO.           PERSONS      CHECK 
NO. 
                                                                                         89800 

 
  

 



 
 
 

 
 
I Directions: Name each item of clothing  
 
APRON   NECK TIE   BUTTONS  SHOES  
JACKET    PANTS   HAT   SKIRT 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
II Directions: Name the below items.   
Pot   Gas stove Microwave        Pan          Knife      Refrigerator   
   

                                                                     
 
 
 

 
  
                                                                                             
                                                              

 
 
 
 
 
 
 

 
 

1.  2.      3.         

4.     5.     6.  

1. 

2. 

3. 

4. 

5. 

SUBJECT:  ENGLISH FOR KITCHEN              TIME:  30 MINUTES 

BY:  LEARNING & DEVELOPMENT  
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III Directions: Match the correct foods that are prepared in the different sections of the 
kitchen  
 

HOT KITCHEN COLD KITCHEN PASTRY 

  
 

 
 
 
 
 
 
 
 
 
 

 
 

 
BURGERS  SANDWICHES SOUPS    CAKES  

CROISSANTS  FRIED FISH    SALADS TOMATO  BREAD   

CHIPS    PASTA  PIZZA      

BBQ CHICKEN BACON & EGGS   BEEF NOODLE  CHOCOLATE   

BISCUIT  SALAD  HAM SLICES                ICE-CREAM 

CHEESECAKE  MACAROON  

 

IV. Below are the different types of Thai food. Put the numbers of the types of food in the 

appropriate spaces in front of the name of the dish 

 

1. Spicy salad  2. Curry  3. Clear soup   4. Spicy soup  5.Stir fried       6.Sweet  
 

 

_____a. Somtam     _____f. Yum Talay. 

_____b. Kaeng Khieowan Kai  _____g.Kung Phad Normai Farang 

_____c. Tom Yum Kung    _____h.Kana Phad Moo Krob 

_____d.Tong yip    _____i.Sang Khaya 

_____e. Kaeng Chut Tao Hu   _____j.Panang Nua 

 

 

 

 

 

 



 

V Directions: What are the chefs doing below (verb)  
 
BOILING  ROASTING  FRYING CUTTING  GRILLING  PEELING 

 

________________ _______________ 

________________ _________________ 

_______________ _________________ 

 

VI. Type of ingredients 

Please select the same type of ingredients in the first box. It can be more than 1 answer. 

Types of Ingredients  
1. Fish a. Salmon          b. Sole                 c. Lamp            d. Herbs 

  
2. Shellfish a.   Crab             b. Sole                c. Lobster          d. Prawn 

 
3. Meat   a.     Lamp            b. Pork                c. Chicken        d. Prawn 

 
4.   Oil a. Olive oil         b. Rice oil           c. Carrot oil     d. Tomato oil 

 
5. Vegetable  a. Cabbage         b. Mushroom      c. Melon          d. Orange 

 
6. Condiment a.  Flour              b. Salt                 c. Pepper         d. rabbit 

 
7. Flavoring  a. Garlic             b. onion               c. Rice            d. Apple 

 
 

1. 

2. 

3. 

4. 

5. 

6. 
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I Directions: Please translate into Thai  
 
1. Connecting Room =_____________  2. Double Room =________________ 

3. Twin Room =__________________  4. Extra Bed =___________________ 

5. Single Bed =__________________  6. Mini bar=_____________________ 

7. Baby-sitter=___________________  8. Dust =________________________ 

9. Ashtray=_____________________  10.Coat hangers=_________________ 

11. Sanitary bag =________________   12. Towel=______________________ 

II Direction: Match the words with the correct number from the picture. 

  

  1. lamp_________  6. headboard_________   11. wallpaper_________ 

  2. picture_________ 7.beside table_________   12. pot plant___________ 

  3.drawer_________ 8.window_____________ 13.fish blow___________ 

  4. carpet _________ 9.chest ______________ 14.pillow______________ 

  5. blanket _________ 10. closet_____________ 

SUBJECT:  ENGLISH FOR HOUSEKEEPING       TIME:  30 MINUTES 

BY:  LEARNING & DEVELOPMENT  

 



 

  1. soap holder________6.mirror_________  11. Shower curtain_________ 

  2. cistern ___________ 7.towel_________  12. tap/faucet _____________ 

  3. wash basin________ 8.toilet_____________  

  4. bathtub___________ 9.curtain rail__________   

  5. floor _____________ 10. mat_____________ 

III. Match the words in Column A with their meanings in Column B. 

Column A Column B 

 

____1.assistant housekeeper  

____2.duties  

____3.uniform 

____4.carpet  

____5.damage  

____6.indicate  

____7.chores 

____8.deliver 

____9.prepareation  

____10.gift  

a. หน้าที ่
b.ผู้ ช่วยแม่บ้าน 
c.ความเสยีหาย 
d.ระบ ุ
e.สง่ ,นําสง่ 
f. งาน 
g.การเตรียมการ 
h.ของขวญั 
i.เคร่ืองแบบ 
j.พรม 

 



IV. Dialogue Choose the best answer for each items. 

1. Housekeeper:  ________________________________________________? 

    Guest: I’ve knocked over a cup of coffee in my room. Could you send someone to clean up the mess? 

a. May I help you?  b. Can I call you back? c. How are you?   d. would you like coffee? 

 

2. Housekeeper:  ________________________________________________? 

    Guest: 345 

a. May I help you? b. May I have your room number, please?  c. May I clean your room? 

       d.    Can you do it tomorrow?  

 

3.    Housekeeper: May I clean you room, ma’am? 

       Guest:  I’m very tired. I want to have some more rest.  

       Housekeeper: Certainly, ma’am. ______________________________________. 

a. Sorry for the wrong numbers. b. Sorry for my mistake   c. Sorry for disturbing you 

       d.   Sorry for come late  

 

4. Housekeeper: May I help you? 

    Guest:  My jacket is torn. Can someone mend it for me? 

    Housekeeper: Certainly, sir. May I have your room number, please?  

    Guest: 111 

    Housekeeper:__________________________________. 

a. I’ll send someone to clean it up now. 

b.    I’ll send someone to pick it up immediately.    

       c.    I’ll send bellboy to carry your suitcase as soon as possible  

       d .   I’ll call engineering now.  

 

5. Guest: We need an extra bed up here, please  

    Housekeeper:___________________________________. 

a. Excuse me, I’m not sure if we’ve got any beds in stock. I’ll try to find out. 

b.  I’m sorry. I don’t know  

c. I’m very busy now. I’ll call you back. 

d. No more beds, Thank you. 

 

 

 



6. Guest: This is Mr. Baker in room 409. I wonder if you can get me a baby-sitter for Saturday evening? 

      Housekeeper: ___________________________________. 

a. I don’t know where your baby-sitter is. 

b. Yes, sir I’ll check and I’ll call you back as soon as possible. 

c. I’m very busy now. I’ll call you back. 

d. I’ll send you message. 

 7. Housekeeper:  This is Chanrada from the housekeeping Department. I’ve found a reliable baby- sitter as you    

requested. 

Guest: Ok. Thank you. 

Housekeeper: __________________________________. 

a. It’s my pleasure Mr. Baker Goodbye  

b. Never mind Mr. Baker Goodbye 

c. Not at all Mr. Baker Goodbye 

d. No problem Mr. Baker Goodbye 

 

8. Guest: The TV in my room is not working; I can’t see any picture. 

    Housekeeper: I’m terribly sorry, ma’am__________________________. 

a. I’ll send someone to fix it up immediately. 

b. The maid will mail you some pictures soon. 

c. What’s the matter with it? 

d. When would you like to fixed, sir? 

 

9.  Guest: I lost my watch somewhere. I wonder if anybody has found it ? 

              Housekeeper: I’m not sure ___________________________________. 

a. A maid found it in the bathroom this morning. 

b. It’s kept at the Lost and Found ,sir 

c. I’ll check with the Lost and Found right away. 

d. I’ll report to police right away. 

 

10. Guest: I’d like one more face towel, please 

       Housekeeper:__________________________________________. 

a. You’d like one more face towel, ma’am 

b. Certainly, ma’am. You’d like one more face towel. 

c. You certainly, ma’am I’ll respond to your need right away. 

d. You’d like one more face towel, certainly, ma’am. I’ll go and get on for you right away. 



 

V. Match the cleaning activities with the pictures  

Empty    Clean    Dust   Mop 

Scrub  Vacuum  Wipe    Wash   

 

 

 

 

 

 

 

         a.____________________       b._____________________       c._____________________ 

 

 

 

 

 

 

    d._____________________         e.________________________            f.______________________ 

 

 

 

 

 

 

 

             g.__________________________                            h.____________________________ 
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